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Democratic Indonesia needs a modern egalitarian public administration that will satisfy public 
expectations in the best possible manner. This brought tax administration reform into consideration at 
the beginning of 2002. The Indonesian Directorate General of Taxes with more than 32,000 employees 
is regarded as the pioneer of public sector reform in Indonesia. However, since the reform was 
promulgated, Indonesia’s tax administration has continued to suffer from serious weaknesses.  
Many in the Indonesian government have recognised the weaknesses of the current situation in the 
public sector, in which stove-piped bureaucracies that do not reward good performance or remunerate 
positions fairly have long been an obstacle to the pursuit of good government and effective 
management. Vestiges of the Soeharto era ‘top-down command and control’ approach to bureaucracy 
remain, and lead to intransience and inertia in the politicised bureaucracy. In order to improve 
organisational capacity and capability, fundamental changes in employees’ mindsets and behaviours 
are required. These include employees’ sense of organisational vision, mission and goals, their desire 
to work effectively and efficiently, and their commitment to integrity and service to taxpayers.  
Little is known about the nature of commitment in the public sector in general, and in the Indonesian 
public sector in particular. Thus, this study investigates the nature and role of employee commitment 
to organisational change within the Indonesian tax administration. It examines how three components 
of commitment to organisational change provide behavioural support for change, and how the 
workplace climate influences them.  
The study applied mixed method research through quantitative analysis of survey data from a sample 
of employees of the Indonesian Directorate General of Taxes (DGT) and semi-structured interviews 
with purposively selected individuals to explore the quantitative results in more depth. The study 
demonstrates that a positive working environment plays a key role in predicting variation in scores on 
the three components of commitment to organisational change. The findings of this study suggest that 
DGT needs to increase the level of affective commitment to ensure high enthusiasm for a change. 
The study contributes to our understanding of the Indonesian public sector and its reform in general 
and to other countries in the developing world. The findings will assist policy makers and 
organisational change teams on how to generate employees’ commitment to change that will be 
manifested in behavioural supports for change. Another important contribution to the literature 
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1.1. RESEARCH CONTEXT 
Ineffective public institutions and weak governance are increasingly seen to beat the heart 
of the economic development challenge. Misguided resource allocation, excessive 
government intervention, arbitrary decision making and corruption have deterred private 
sector investment and slowed growth and poverty reduction efforts in numerous settings. 
The 1997 Asian Financial Crisis (AFC) and 2008 Global Financial Crisis further exposed 
problems of governance and public sector performance in the Asia-Pacific region. Various 
international donor reports point to the high cost of malperforming government and 
inadequate service delivery (World Bank and ADB, 2003). Building effective and 
accountable public institutions is arguably the core challenge for sustainable social and 
economic development. 
In response to this record of poor performance, there has been increasing attention to the 
reform of public sector institutions. Public sector reform is basically about deliberately 
changing the interlocking structures and processes within the public sector that define how 
money, people and physical resources are deployed and accounted for. How the public 
sector works is crucial for development because it enhances or undermines governments' 
ability to deliver results across sectors. Public sector operating systems influence how 
public employees act and whether government is able to produce sound policies, provide 
service excellence, and create productive infrastructure. The public sector is also 
responsible for some less tangible but equally critical outcomes. It must encourage fiscal 




economic development, enable sustainable human development, contribute to poverty 
alleviation and accompany democratisation (World Bank and ADB, 2003; Turner, et al., 
2015).Thus, reform is necessary for public sector organisations.  
Nevertheless, the public sector is one of the most challenging reform areas for developed 
and developing countries - changing how governments operate is not easy. Drucker (1992) 
argues that loyalty is more important than performance in government, because while the 
established government structure protects the government institutions from distortion and 
political pressure, it also protects the government employees from the demands of 
performance. As a result, the government is resistant to change. This resistance to change is 
acute in the public sector because it does not have sufficient capacity to provide meticulous 
analyses of the reform advantages, compared to the private sector innovations who are 
typically equipped with quantitative analyses that confirms the benefit of change programs, 
such as return on investment and net present value analyses. 
The 2011 World Development Report (WDR) acknowledges the difficulty of institutional 
transformation, arguing that it is always tough and even the fastest transformation may take 
a generation (World Bank, 2011). Public sector reform is even harder in contexts of state 
fragility and conflict, where there are low expectations, widespread mistrust and entrenched 
groups who are incentivised to resist change. Therefore, beyond making superficial formal 
changes, it is important that public sector reform is also about changing the fundamental 
behaviours and functioning of public sector employees. Effective change requires that 
many thousands of public service employees alter their behaviour significantly.  
The current phase of public sector reform, including in Indonesia, has focused more on 
improving the quality and motivation of civil servants, improving recruitment and reward 




government workforce of the right size and skills; and with the professional commitment, 
work ethos, client focus, and accountability to accomplish policy goals (UNDP, 2009). 
This study is concerned with this push for public sector reform. It investigates public sector 
employees’ commitment to organisational change. The study gathers and analyses 
empirical evidence on the relationships between the commitment to change and two other 
constructs, which are organisational climate and behavioural support for change, from a 
sample of employees in a government institution which is currently undergoing a 
transformation process. The study also investigates the workplace climate that influences 
the employees’ behaviour towards organisational change initiatives through the role of 
organisational commitment.  
The organisation that is being analysed in this study is the Indonesian tax administration. 
Little is known about commitment to organisational change in the public sector in 
developing countries in general, and in Indonesia in particular, especially in tax 
administration. This study seeks to address this and shed light on this under-researched but 
important area of reform. 
1.2. THE INDONESIAN TAX ADMINISTRATIVE REFORM 
A robust and sustainable tax system requires good administration. A well-functioning tax 
administration is fundamental in promoting formal business activities, investment and 
economic growth. However, in Indonesia, tax administration is rated by businesses as a key 
constraint to doing business. A malfunctioning tax administration raises the costs 
businesses incur in complying with the government’s tax requirements. This leads to 
taxpayers and tax officials colluding outside the system at the micro level and a high degree 




The Indonesian government and society have realised the importance of the problem and 
have required the tax authority to transform and orient itself to improve the situation. In 
doing so, the tax authority must satisfy two requirements. On the one hand, it must be 
effective and efficient in collecting taxes and imposing the law, and on the other hand, it 
must also satisfy democratic requirements such as fairness, integrity, transparency and 
accountability. This constellation of factors brought tax administration reform into sharp 
focus at the beginning of 2002. The reform involved improvement in organisational 
structure, business processes, and human resource management, all incorporated into a 
framework of good governance.  
Since it was promulgated, the tax administrative reform has suffered from serious 
weaknesses. The Indonesian tax authority, the Directorate General of Taxes (DGT), is 
classified as an under-resourced and understaffed agency in proportion to the size of the 
country’s population (Brondolo, et al., 2008). Effective human resources management is a 
key requirement for DGT where the employees are the most important enablers to carry out 
the organisation’s main mandate, which is to collect tax revenue. Furthermore, the 
environment in which DGT operates is rapidly changing with rising complexity of tax 
rules, increasing international transactions, and growing expectations from taxpayers in 
terms of service delivery and law enforcement. DGT requires an adequate level of staffing 
of motivated, well-trained professionals with high integrity. However, DGT’s performance 
management systems are lacking in a number of areas. The future is not clear as the reform 
is complex, difficult and politically sensitive. The main theme emerging from a historical 
perspective on taxation is that while technical aspects are crucial to tax reform, the 
sustainability of reforms is not possible without changing organisational capability, 




Tanzi and Pellechio (1995) have listed six essential elements required for successful tax 
administration reform. One of them is a team of capable, hardworking officials dedicated 
full-time to tax administration reform. They further argue that the commitment of the 
managerial and staff levels to change is a pre-condition for tax administration reform and 
no tax reform projects should be launched without carefully checking this commitment. 
Furthermore, Nunberg (2002) argued in a study of Indonesia and four other Asian countries 
that public service employees were actually reasonably competent and meritocratic, but 
they were running on automatic pilot, with seniority mattering more than performance. To 
address this problem, tax administrative reform can be made gradually, but of most 
importance is the commitment to initiate the change and the determined effort to implement 
the change consistently (Rizal, 2011). Therefore, commitment to change has been 
identified as a vital and integral element of successful tax administration reform. 
1.3. OBJECTIVES AND SIGNIFICANCE OF THE STUDY 
In a world increasingly characterised by globalised markets, the importance of human 
capital as a resource that can potentially provide competitive advantage for the organisation 
has become more important. Human resource management (HRM) practices operate most 
directly through employees’ skills, motivation, and work design, resulting in desired 
behavioural outcomes such as creativity, productivity, and discretionary effort (Wright and 
Kehoe, 2007). To maintain this context, the organisation needs to create the sense of 
ownership and commitment in the minds of the employees. All organisations in the private 
and public sectors want the employees to be committed to their respective organisations. 
The organisational commitment has become an important issue in the recent years because 
it is considered as the driving force behind organisational performance and a desirable 




(1990) in their meta-analysis have observed that organisational commitment represents a 
useful criterion for a number of organisational interventions designed to improve 
employees’ attitudes and behaviours. This study confirms that organisational commitment 
is a psychological state which characterises employees’ relationships with the organisation, 
and has implications for an individual’s decision to continue membership of the 
organisation (Meyer and Allen, 1991). 
In relation to organisational change, commitment to change has received attention from 
previous researchers. Knowledge about employee’s commitment to change is obtained 
from findings in the literature and it is stated by several sources that commitment is one of  
the most important factors involved in the employees’ support for change initiatives 
(Armenakis, et al., 2007; Choi and Ruona, 2011; Cunningham, 2006). Herscovitch and 
Meyer (2002) have divided commitment to change into three types – affective, normative 
and continuance. Affective commitment to change is defined as a desire to provide support 
for the change based on its inherent benefits. Normative commitment to change is a sense 
of obligation to provide support for the change. Continuance commitment to change is a 
recognition that there are costs associated with failure to provide support for the change. A 
behavioural commitment scale that comprises compliance, cooperation, and championing 
has been added with the idea of continuous change that leads to the importance of 
commitment realised and fostered in the organisation (Meyer et al., 2007). 
Based on this model, the study’s overarching aim is to investigate the nature and role of 
employee commitment to change within the Indonesian tax administration. It examines 
how various components of commitment to organisational change provide behavioural 
support for change and how the organisation climate influences them. Thus, the specific 




and the employees’ commitment to organisational change, (2) to evaluate whether 
employee commitment provides behavioural support for change; and (3) to examine the 
link between employees’ perceptions of their workplace climate, their commitment to 
organisational change and their behavioural support for change. 
Organisational climate is often defined as the recurring patterns of behaviour, attitudes and 
feelings that characterise life in the organisation (Isaksen and Ekvall, 2007). Climate often 
proves easier to assess and change than organisational culture. At an individual level of 
analysis, the organisational climate in this study is assessed and then the individual 
perceptions are aggregated and collected for analysis and understanding at the 
organisational level. Thus, the approach used in this study is the ‘group-level phenomenon’ 
(shared-perception). This approach identifies the variables which moderate an 
organisation’s ability to mobilise its employees in order to achieve goals and maximise 
performance (Hart et al., 1996). 
The research utilises the construct of commitment as it is experienced by the employees 
within the reform process and is guided by the following questions: 
• What is the relationship between organisational climate and the commitment to 
organisational change?  
• What is the relationship between the commitment to organisational change and 
behavioural support for change? 
• Does commitment to organisational change mediate the relationship between 




These questions guide the research methodology and data collection for this study. The 
answers to all the questions indicate the nature of employees’ commitment to tax 
administration reform in Indonesia.  
Employees’ commitment is one of the factors which is highly valued in organisational 
change. Drucker (1999) stated that every organisation requires commitment to common 
goals and shared values. Unless commitment is made, there are only promises and hopes. 
Studies have highlighted that commitment has a great impact on the successful 
performance of an organisation (Meyer, et al., 1989). This is because a highly committed 
employee will identify with the goals and values of the organisation, has a strong desire to 
belong to the organisation and is willing to display good organisational citizenship 
behaviour i.e., a willingness to go over and beyond their required job duties. And if human 
resources are said to be an organisation‘s greatest assets, then committed human resources 
should be regarded as an organisation‘s competitive advantage. It is therefore in the 
organisation's best interest to elicit the employees’ commitment to achieve better 
performance. 
This study adds to the understanding of employees’ commitment to the reform initiatives 
within the Indonesian tax administration. This institution with its more than 32,000 
employees is regarded as a pioneer of public sector reform in Indonesia. However, to 
strengthen the capacity of tax employees requires fundamental changes in their mindsets 
and behaviours. These include employees’ sense of organisational vision, mission, and 
goals, desire to work effectively and efficiently, and commitment to integrity and taxpayer 
service. The study also contributes to knowledge of the Indonesian public sector and its 




policy makers and organisational change teams on how to generate employees’ 
commitment to reform.  
1.4. OUTLINE OF THE THESIS 
The thesis comprises eight chapters as follows:  
 Chapter 1, the introduction, deals with identifying and contextualising the research 
problem and its significance, and setting out the aims and structure of the study.  
 Chapter 2 is the literature review and focuses on the three dimensions of the analytical 
framework: organisational climate, commitment to organisational change, and 
behavioural support for organisational change. The discussion also includes the 
relationship between organisational commitment and organisational culture and 
hypothesis development.  
 Chapter 3 provides detailed contextualisation of the study, in terms of public 
administration and tax administration reform in Indonesia. Relevant concepts relating to 
public sector reform and tax administration reform in Indonesia are introduced. 
 Chapter 4 sets out the research methodology and covers all relevant issues of the 
quantitative and qualitative research approaches used in this study. The chapter 
includes the rationale for employing a mixed-methods approach and details of 
population and sample, response rate, unit of analysis, measurement of constructs, 
research instruments, survey data, and analytical tools for quantitative data. The 
selection of key informants, qualitative data collection, interview protocol and 
analytical tools for qualitative data are also discussed.  
 Chapter 5 presents the findings of the quantitative study. The chapter analyses the 




model) and structural model (Structural Equation Modelling model) in order to assess 
the explanatory power and model fit. It also examines the validity and explores the 
results of hypotheses testing.  
 Chapter 6 presents the findings of the qualitative study with the focus on the data 
obtained from the semi-structured interviews.  
 Chapter 7 presents of an analytical discussion of the overall results of both quantitative 
and qualitative studies and their comparison with some previous studies.  
 Chapter 8 is the conclusions in which implications for literature and practice are 























The study examines the relationships among organisational commitment to change, 
organisational climate, and behavioural support for change. The purpose of the literature 
review is to provide an in-depth understanding of these three key concepts. The first part 
explores the concept of organisational commitment and discusses the various views of experts. 
Following the organisational commitment review, an analysis on the links between 
organisational commitment and organisational culture is presented. Finally, the chapter 
explores the constructs of workplace climate, behavioural support to change, and commitment 
to change, along with the tested model and hypotheses that are applied in this study.  
2.2. THE CONCEPT OF ORGANISATIONAL COMMITMENT 
Commitment within an organisation is a complex issue which is demonstrated by the many 
definitions that have been used in the literature. Early research defined organisational 
commitment as the ‘strength of an individual's identification with and involvement in a 
particular organisation’ (Mowday et al., 1982, p. 26). Within this definition, three 
characteristics of commitment are identified: (a) a strong belief in and acceptance of the 
organisation’s goals and values; (b) a willingness to exert considerable effort on behalf of the 
organisation; and (c) a strong desire to maintain membership of the organisation. From these 
characteristics, it can be proposed that goal and value congruence, behavioural investments in 
an organisation, and the likelihood of remaining with an organisation are factors that are 




Another definition of organisational commitment by Nijhof et al. (1998) sees it as a sense of 
loyalty to and identification with the organisation, the work and the group to which one 
belongs. This definition not only includes individual characteristics of commitment (sense of 
loyalty or degree of effort on work tasks) but also refers to an acceptance of organisational 
values and willingness to stay (Gallie and White, 1993).  The sense of loyalty and 
identification one feels towards the organisation is expressed in the motivation to bring effort 
into one’s work, the motivation to take responsibility, and the willingness to learn (Nijhof et 
al., 1998).  A precondition to this motivational response is that the employee is well-informed 
and perceives him/herself to be involved in the decision-making process (Nijhof et al., 1998).  
The definitions provided by Mowday et al. (1982), Gallie and White (1993), and Nijhof et al. 
(1988) are primarily concerned with the experience of the employee and how that experience 
affects their desire to stay within the organisation.  In this sense, the definition that Mowday et 
al. (1982) constructed to explain organisational commitment is still considered to be one of the 
most convincing definitions and appears to be the most widely cited within the literature. 
From these early definitions, organisational commitment emerged as a key concept in the study 
of employee attitudes and behaviour (Cohen, 2007). It was seen as a way to secure competitive 
advantage and performance improvement of organisational members. As a result, there is now 
a large body of work on organisational commitment, which has been defined in a variety of 
ways by various authors. These include Becker et al. (1996); Chen et al. (2002); Shore et al. 
(1995); and Tsui et al. (1997). A common theme in each of the definitions is that organisational 
commitment is an attachment or linking of the employee to the organisation. Furthermore, that 
link either implicitly or explicitly carries positive connotations.  
Several researchers have also described employee commitment as the psychological 




1986). The definitions, however, differ in their explanation of how the attachment or link to the 
organisation develops. As a psychological construct, organisational commitment is an 
individual psychological bond with the organisation, including a sense of job involvement, 
loyalty and belief in the values of the organisation (O’Reilly, 1989). Joo and Shim (2010) also 
state that organisational commitment is the psychological bond that a person has towards an 
organisation and this bond can be observed through the way an employer responds to an 
individual’s evaluation of their work environment. It is interesting that O’Reilly (1989) and Joo 
and Shim (2010) chose the word ‘bond’ rather than a word such as ‘connection’ to describe the 
state of commitment. According to the Oxford Dictionaries, ‘bond’ means ‘a vigour or feeling 
that unites people; a shared emotion or interest’, while ‘connection’ means ‘a relationship in 
which a person or thing is linked or associated with something else’. From the definitions, the 
word ‘bond’ possesses a stronger image than the word ‘connection’ since a ‘bond’ has a deeper 
connotation which includes the formation of a close relationship expressed by frequent or 
constant association. Organisational commitment is considered to be a bond or linking of the 
individual to the organisation. Mathieu and Zajac (1990) maintain that although the concept of 
commitment has developed over time, it still considers organisational commitment as a 
resulting state or bond between employees and the organisation. It is upon this concept of 
commitment as a resulting state that the researcher focuses attention.  
In recent years, employee commitment has been shown to be a driving force in the success of 
an organisation. It is widely believed that no organisation in today’s competitive world can 
perform at peak levels unless each employee is committed to the organisation’s objectives and 
works as an effective team member. Thus, Coetzee (2005) maintains that one of the challenges 
facing modern organisations involves maintaining employee commitment in the working 
environment. It has been observed that, operationally, high levels of commitment reduce 




commitment provides individuals with the opportunity to be more involved and satisfied with 
the work they are doing (Bennett and Durkin, 2000).  
Mihneva (2013) proposes theoretical reasons why organisational commitment is important. 
These are:  
 Employee commitment can be expected to boost performance. This is because when the 
employees are committed they are more satisfied, produce more than is asked from 
them, and are ready to adapt to any change made in the organisation. When employees 
are sure that they can learn and gain from their current employers, their level of 
commitment to stay with the organisation is higher (Okpara, 2004). Besides that, Ayeni 
and Popoola (2007) have found a strong relationship between job satisfaction and 
organisational commitment. According to them, job satisfaction determines how well 
the organisation meets employees’ expectations. 
 Having committed employees has a positive social outcome for the organisation. The 
organisation becomes a more preferred place to work as the people are seen as more 
friendly, helpful, cooperative and collaborative.  
 Employee commitment leads to customer commitment. This is due to the fact that when 
an employee believes in the organisation and is loyal to it, he or she can transfer that 
feeling to the customer. If a customer communicates with a committed employee, then 
the customer is more likely to be satisfied with the service and be convinced that this is 
the right organisation. In such a way, the customer commitment is increased.  
 Commitment builds stakeholders value. This is because it reduces costs as people are 





 Commitment leads to employee retention and less turnover in the organisation.  When 
employees become committed to the organisation they work for they feel a kind of 
belonging and do not want to leave. The organisation is going to have highly trained 
and professional employees who are already aware of the processes and procedures, as 
well as all the customers and contractors.  
Based on the explanation, the study acknowledges specific ways employees use to accomplish 
their jobs. It is actually the culture that helps the employees to denote their role in the 
organisation and obtain identity. Thus, culture considers the common aspects of doing jobs 
among certain group of people. Hence, the study now examines the relationship between 
commitment and organisational culture.   
2.3. COMMITMENT AND ORGANISATIONAL CULTURE 
The concept of organisational culture includes the values and norms of the organisation. 
Culture is believed to make a difference across organisations and relates strongly to their 
productivity. Culture has an obvious relationship to organisational commitment as it involves 
values and behaviours and their impact on organisational life. In the following section, we 
examine organisational culture in the cross-cultural context and its relationship with 
organisational commitment.  
2.3.1. Organisational culture 
According to Dauber et al. (2012), one of the most cited definitions of organisational culture is 
from Schein (1985, 1990). Schein (1985, 1990) maintains that organisational culture is the 
pattern of basic assumptions that a given group has invented, discovered, or developed in 
learning to cope with its problems of external adaptation and internal integration, and that have 




correct way to perceive, think and feel in relation to those problems. He develops a model 
which explains that organisational culture can be analysed at three different levels. The first 
level is visible artefacts, which include the constructed environment of the organisation, its 
architecture, technology, office layout, manner of dress, visible or audible behaviour patterns, 
and public documents, such as charters and employee orientation materials. This level is 
considered tricky because although the data are easy to obtain, they can be difficult to interpret. 
We can describe how a group constructs its environment or what behaviour patterns are 
discernible among the members, but we often cannot understand the underlying logics – why a 
group behaves the way it does.  
To analyse why member behave the way they do, we often look for the manifest or espoused 
values that govern behaviour, which is the second level of Schein’s (1985, 1990) model. As 
values are hard to observe directly, it is often necessary to infer them by interviewing key 
members of the organisation, or to content analyse the values evident in artefacts such as 
documents and charters. However, such values represent accurately only the espoused values 
of a culture. They focus on what people say is the reason for their behaviour, what they ideally 
would like those reasons to be, and what their rationalisations for their behaviour are. Yet, the 
underlying reasons for their behaviour may remain concealed or unconscious.  
To really understand a culture and to ascertain more completely the groups’ values and overt 
behaviour, it is imperative to delve into the third level of Schein’s (1985, 1990) model, the 
underlying assumptions, which are typically unconscious, but actually determine how group 
members perceive, think and feel. Such assumptions are themselves learned responses that 
originated as espoused values. As a value leads to behaviour, and as that behaviour begins to 
solve problems which prompted it in the first place, the value is gradually transformed into an 




Schein’s (1985, 1990) model explains cultural dynamics, as it focuses strongly on the domains 
of organisational culture. The approach provides a simplified but limited perspective on culture 
in organisations. This is due to the high level of abstraction, which limits the explanatory 
power regarding interdependencies between organisational culture and other domains of an 
organisation (e.g., strategy, structure, operations, etc.). A comprehensive model of 
organisational culture, however, should not only map internal processes guided by 
organisational culture but also illustrate consequences of the external environment on the 
organisational culture and vice versa.  
The external environment can be defined as all elements outside the boundary of the 
organisation to which an organisation needs to adapt (Daft, 2012). Thus, Sagiv and Schwartz 
(2007) suggest that organisational culture is influenced by the surrounding society. 
Organisations are embedded into societies, which can be defined by certain national culture 
values. Sagiv and Schwartz (2007) argue that organisations operate under societal pressure to 
comply with norms, values and regulations of societies to be accepted by society and secure 
social and consequently financial survival. By acknowledging a comprehensive model that 
includes the external environment, organisational culture can be utilised as an essential tool in 
analysing organisations in various contexts. 
The importance attaching to organisational culture can be seen in specialised literatures that 
have emerged around particular variants of organisational culture, such as change-oriented 
culture, learning culture, innovating culture, team- and project-oriented cultures. More 
recently, attention has turned to identifying and creating an organisational culture that 
facilitates agility, promotes partnerships and networks, encourages knowledge management, 




For the purpose of this research, prior to understanding the relationship between organisational 
culture and organisational commitment, it is important to evaluate the cross-cultural context of 
organisational behaviour and to understand the way organisational culture and societal culture 
operate in an increasingly globalised world to influence human behaviour.  
2.3.2. Cultural context in organisational behaviour 
The understanding of organisational behaviour in different cultural contexts has been a 
challenge for academics and practitioners. Due to the complexity of organisational life, 
variables associated with the individuals, the overall organisation and the societal context need 
to be integrated into theory and research (Aycan, 2000).  
Cross-cultural organisational behaviour is the study of cross-cultural similarities and 
differences in behaviour at work and the dynamics of cross-cultural interfaces in multicultural 
domestic and international contexts. It encompasses how culture is related to micro 
organisational phenomena (e.g., motives, cognitions, emotions), meso organisational 
phenomena (e.g., teams, leadership, negotiation), macro organisational phenomena (e.g., 
organisational culture, structure), and the interrelationships among these levels. 
Cross-cultural organisational behaviour has long been recognised. Some of the earliest 
accounts of cultural differences at work can be found in writings by the Greek historian 
Herodotus, who observed differences in work behaviour throughout the Persian Empire circa 
400 BC (Gelfand et al., 2007). It is only in the past three decades, however, that cross-cultural 
theory and research have started to take on an important role in the field of organisational 
behaviour. Research began to uncover the cultural limitations of some Western organisational 
behaviour models, which in some cases did not fit with the situations in Asian and other non-




markets have enhanced the importance of cross-cultural research in organisational behaviour, 
and led to an increase in cross-cultural research across all areas of the field.  
One of the earliest and the most influential research projects on effects of cultural factors on 
organisational behaviour was conducted by Hofstede (1980). He looked for differences 
between over 160,000 IBM employees in 50 different countries in three regions of the world, 
in an attempt to find aspects of culture that might influence business behaviour. Based on the 
findings, he developed an original model of cultural dimensions theory, which can be used as a 
framework for cross-cultural communication. It describes the effects of a society's culture on 
the values of its members, and how these values relate to behaviour. The theory has been 
widely used in several fields as a paradigm for research, particularly in cross-cultural 
psychology, international management, and cross-cultural communication. 
The original theory proposed four dimensions to describe cultural differences in organisations 
and guide managers in their efforts to make sense of cultural diversity, as follows: 
individualism-collectivism; uncertainty avoidance; power distance (strength of social 
hierarchy) and masculinity-femininity (task orientation versus person-orientation). Later 
research in Hong Kong led Hofstede (2001) to add a fifth dimension, short – long-term 
orientation, to cover aspects of values not discussed in the original paradigm. In 2010, 
Hofstede added a sixth dimension, indulgence – self-restraint, as a result of co-author Michael 
Minkov's analysis of data from the World Values Survey. Cross-cultural researchers have 
frequently sampled participants in two or more geographical locations, measured a variety of 
psychological or organisational constructs and explained observed differences in terms of 
culture, often relying on post-hoc reference to Hofstede’s findings (Smith et al, 2001). 
Since the seminal study by Hofstede (1980), there have been other projects investigating 




Smith et al., 1996). Across these various projects, two dimensions of cultural variability 
emerged: individualism–collectivism and power distance (Smith et al., 2001). Individualism–
collectivism refers to the subordination of personal interests to the interest of the group 
(collectivism) versus an emotional independence and pursuit of personal goals irrespective of 
group goals (individualism). Power distance refers to the extent to which inequality and power 
differentials are accepted within a society. These dimensions are especially interesting, since 
both are theoretically related to attachment to and acceptance of groups and group hierarchies, 
which are the bases of commitment. Individualism–collectivism as a theoretical dimension 
specifies culturally acceptable norms and processes for individual and group relationships and 
is the essence of commitment (whether and why people feel committed to a group). Power 
distance specifies appropriate relationships between individuals across hierarchical ranks and is 
related to the reasons why people might feel attached to an organisation (normative pressures, 
emotional identification and rational calculation of costs). Therefore, we shall consider 
organisational culture in relation to organisational commitment. Even though this study does 
not rely on Hofstede’s findings, it applies an empirically tested Western model in a non-
Western community. 
2.3.3. The relationship between commitment and organisational culture  
Some research has demonstrated that existing measures of organisational commitment have 
construct validity in numerous European countries such as United Kingdom, France, Germany, 
The Netherlands, Spain, Denmark, and Italy (Vandenberghe et al., 2001), yet other analysis has 
questioned the validity of organisational commitment measures, particularly in East Asian 
samples (Ko et al., 1997). As Triandis (1992) suggested, whereas similar findings across 




findings in cross-cultural research can be due to many different factors. Among these factors 
are problems of measurement.  
Measurement problems in cross-cultural research can take different forms. For example, the 
non-equivalence of two supposedly identical items written in different languages might simply 
be due to the poor quality of translation (Brislin, 1980). Even careful back-translation 
procedures may not guarantee that items have equivalent connotative meaning. Non-
equivalence might also be due to the content of some items having less relevance in one culture 
than in another (van de Vijver and Leung, 1997). For example, profit sharing policy might be a 
good indicator of pay satisfaction in some countries, but not in others (Hulin, 1987). 
Lee et al. (2001) conclude that translation problems can lead to ambiguity and problems 
thatarise from structural and lexical differences between languages, the inclusion of culturally 
irrelevant items, or a lack of construct generalisability. The first two problems, presumably, 
can be solved by improving translation procedures and revision or substitution of scale items. 
On the other hand, if the problem persists following attempts at re-translation or revision of the 
measures, it may well be that the commitment constructs are not significant within the non-
Western culture.  
It is therefore important to use reliable organisational culture scales that will eventually make 
the assessment of organisational culture more systematic. According to Delobbe, et al. (2002), 
reliable measures of organisational culture should empirically demonstrate four characteristics. 
The first two are axioms of classic psychometrics: (a) measures should have high variance and 
(b) the scale overlap should be low. The last two criteria, (c) consensual validity and (d) inter-
organisational discrimination, are more specifically relevant to culture instruments. 
Xenikou and Furnham (as cited in Simosi and Xenikou, 2010, p. 1602) concluded that Cooke 




measure includes the four characteristics above and proves their generalisability across private 
and public sectors. Cooke and Rousseau (1988) successfully developed a theoretical 
framework for the Organisational Culture Inventory (OCI). OCI was originally developed by 
Cooke & Lafferty (1986) and had been used to test relationships between antecedents and 
culture as well as between culture and outcomes of interest. Cooke and Rousseau (1988) apply 
quantitative approaches such as culture surveys that offer important advantages for both cross-
sectional organisational research and data-based cultural change programs. The findings have 
indicated that members of different organisations agree that the ideal cultures for their 
organisations would promote achievement-oriented, affiliative, humanistic, and self-actualising 
cultural styles. The implications of Cooke and Rousseau’s (1988) findings are now discussed 
in relation to their use of the OCI in the context of research and change programs.  
The OCI consists of 12 specific cultural styles. Examples of the OCI styles include humanistic-
helpful, affiliative, conventional, competitive, and achievement. Although the OCI presents 12 
main cultural orientations or norms, they can be clustered into three more general types: (1) 
constructive, (2) passive/defensive, and (3) aggressive/defensive (Cooke and Rousseau, 1988; 
Cooke and Szumal, 2000). In the constructive culture type, cooperation, enjoyment of the task 
and creativity are valued. The passive-defensive culture type is characterised by traditional 
authority, norms of conformity and compliance, and top-down authority. Finally, aggressive-
defensive cultures exhibit some negative dynamics such as competition and opposition that 
could be detrimental for the organisation in the long-term. Therefore, the OCI typology 
incorporates elements of the four behavioural patterns of helping, innovation, rule observance, 
and competition on the level of organisational culture. 
For the purpose of this study, the focus is on the constructive culture types that have strong 




groupnorms that promote achievement, participation in decision-making, teamwork, social 
support, constructive interpersonal relations, and self-actualisation. In these organisations, 
employees are encouraged to interact with fellow-workers and approach tasks in ways that will 
facilitate them to meet their requirements.  
There are four constructive cultural patterns described in Cooke and Rousseau’s (1988) model: 
a. Humanistic orientation  
Humanistic organisations operate in an individual-oriented way and an organisation’s 
members are expected to be supportive to each other and help each other to develop 
through coaching and counselling. The humanistic orientation involves employee 
participation in decision-making and expects organisation members to be open to influence 
in their dealings with one another. In humanistic organisations, emphasis is put on 
teamwork, employees’ self-actualisation and empowerment, while organisational 
performance is achieved through active involvement and development of the organisation’s 
members.  
b. Affiliative orientation  
In organisations which are characterised by affiliative cultural patterns, priority is given to 
cooperation and the development of constructive interpersonal relationships. As a 
consequence, members are expected to deal with each other in a friendly way and express 
concern for the satisfaction of their work group. An organisation with an affiliative 
orientation encourages members to be open with each other and demonstrate human 
relations skills, while enhancing organisational performance through the promotion of good 
cooperation and team loyalty.  
c. Achievement orientation 
In organisations which embody an achievement culture orientation, priority is put on the 
pursuit of a standard of excellence and members are expected to set and accomplish their 
personal goals.  
d. Self-actualisation orientation 
Organisations which promote a self-actualisation orientation are characterised by creativity 




same time. Employees are motivated to obtain pleasure from their work and develop 
themselves, while thinking in unique and independent ways.  
These four orientations determine the focus of specific behaviours and the extent to which they 
are inhibited by an organisation. These orientations encourage an organisation’s members to 
interact with each other and approach their job in ways that will enable them to meet their 
satisfaction needs. This will eventually lead to enhanced job performance since individuals 
who like their jobs are more likely to be in good moods at work. It will then facilitate job 
performance in various ways, including creative problem solving, motivation and other 
processes.  
Since a person’s sense of self-worth is enhanced through his/her membership in social entities 
in which he/she enjoys his/her membership, it seems reasonable to suggest that an employee 
shows commitment to his/her work organisation when this organisation embraces positive 
group norms, such as social support, teamwork, self-actualisation and goal achievement. In 
other words, organisations which have constructive cultural orientations are more likely to 
encourage high emotional and normative ties to their employees. Furthermore, job satisfying 
organisations, which are perceived as having constructive cultural orientations, are more likely 
to induce high emotional and normative ties to their employees. These shared assumptions 
place emphasis on members’ feelings of power, autonomy, self-determination and affiliation, 
and can be seen as associated with basic human needs. 
When an organisation has a constructive culture, this leads to organisational commitment. 
When members of the organisation understand the culture of their organisation and have 
clearly set values to follow, the sense of belonging is enhanced. The values of the 
organisation’s members start to shape as the espoused values of the organisation, and the 




of the organisation. The organisational culture creates a feeling of unity as the members of the 
organisation share the same values and beliefs. This is why when the organisational culture is 
constructive; members become attached and committed to the organisation.  
It can be concluded that organisational culture is a crucial factor in the development and 
preservation of organisational commitment. An organisation that is able to maintain a 
constructive culture is likely to enjoy many benefits. When the organisational culture is 
positive, the work environment tends to be more enjoyable, which boosts morale and 
commitment. 
2.4. ORGANISATIONAL CLIMATE  
2.4.1. The concept of organisational climate 
Organisational climate (sometimes known as ‘corporate climate’ or ‘workplace climate’) has 
been a topic of considerable research over the last 30 years, although there is still lack of 
consensus on the precise specification of the construct (Patterson et al., 2005). Most authors 
agree that it is a complex, multilevel and multidimensional phenomenon derived from 
employees’ perceptions of their experiences within an organisation, is stable over time, and 
widely shared within an organisational unit (Koys and DeCotiis, 1991). Organisational climate 
is therefore an employee’s subjective impressions or perceptions of his/her organisation 
(Lichtman, 2007).  
According to Cooke and Meyer (2007), in conceptualising the role of organisational climate in 
employee perceptions and attitudes, two approaches in particular have received substantial 
support: the collective climate (shared perception) approach and the psychological climate 
(cognitive schema) approach. The collective climate (shared perception) approach is based on 




dominant approach conceptualises climate as employees’ shared perceptions of their work 
environment. Climate is an enduring state that impacts behaviour and how the work gets done. 
Its conceptualisation is based on the assumption that individuals within the organisation at a 
given hierarchical level should have similar perceptions about their climate (Anderson and 
West, 1998). Patterson et al. (2005) maintain that most studies have used an aggregate unit of 
analysis, such as the work group, department, or organisation (hence group, departmental, and 
organisational climate constructs). Such climates have been operationally constructed by 
aggregating individual scores to the appropriate level and using the mean to represent climate 
at that level. The rationale behind aggregating individual data to a unit level is the assumption 
that organisational collectives have their own climate and that these can be identified through 
the demonstration of significant differences in climate between units and significant agreement 
on perceptions within units. They further argue that perceptual agreement implies a shared 
assignment of psychological meaning allowing individual perceptions to be aggregated and 
treated as a higher-level construct. 
A different tradition, the psychological climate approach, emphasises models that stress the 
role of the individual and the perceptual level in the work process. D’Amato and Zijlstra 
(2008) explain that this approach regards the concept of climate as an individual perception 
and cognitive presentation of the work environment. From this perspective, climate 
assessments should be conducted at an individual level. This means that individual 
characteristics and the perceptions of employees are central to the models. In short, this 
psychological climate is considered to be the individual’s perceptions of the environment and 
the meaning which he/she assigns to it. 
While psychological climate is an individual level measure, collective climate (shared 




organisation functions. Thus, the psychological climate can be distinguished from the 
collective climate since the psychological climate is based on an individual’s appraisal of the 
work situation, whereas the collective climate is the shared perception of people in a group on 
policies, practices and procedures that are recognised, supported and rewarded in the 
organisation (Eisele and D’Amato, 2011).  
According to the above description, shared perceptions approach is a distinguishing feature of 
organisational climates, which form an institutionalised normative system that guides member 
behaviour. Organisational climate pertains to the shared perceptions of the way things are 
around the organisation rather than being shared judgments about the way things should be. It 
is also a collective perception of the work environment that is experienced by organisational 
members, distinguishes one organisation from other organisations, and influences the 
behaviour of the organisation members. 
Given that the focus of this research lies with quantitatively assessing employees’ perceptions 
in the organisational context, the researcher adopts the methods of the shared perception model 
of organisational climate. The shared perceptions model is demonstrated in the Queensland 
Public Agency Staff Survey (QPASS), an instrument used in this study. Hart et al (1996) 
developed this instrument which consists of 10 dimensions to an individual’s perception of 
organisational climate. Eight dimensions are classified as positive organisational climate that 
assess perceptions of supports, i.e. workplace morale, supportive leadership, participative 
decision-making, role clarity, professional interaction, appraisal and recognition, professional 
growth, and goal congruence. The other two dimensions are classified as negative 
organisational climate that assess perceptions of demands, i.e. workplace distress and excessive 
work demands. QPASS as an organisational climate tool which is widely used across various 




2.4.2. The relationship between organisational climate and organisational 
commitment 
Organisational climate is a fundamental construct in work and organisational settings, as it 
provides an appropriate context for studying organisational behaviour, allowing the exploration 
of individual and group behaviours (Asif, 2011). Researchers have found relationships between 
organisational climate and variables related to employees’ behaviours and attitudes. A large 
number of empirical studies have linked this construct with diverse factors, such as 
organisational commitment (DeCotiis and Summers, 1987), absenteeism (Steel et al., 1990), 
psychosocial risks (Vartia, 2008), and violence at the workplace (Coleet al., 1997). 
In order to examine the relationships between organisational climate and outcomes, researchers 
typically use an aggregate measure of individual employees’ responses. The rationale behind 
aggregating individual data to a unit level is the assumption that organisational collectives have 
their own climate, and that these can be identified through the demonstration of significant 
differences in climate between units and significant agreement in perceptions within units 
(James, as cited in Dawson et al., 2008, p. 92).  
To form the organisation-level construct, individual climate ratings are typically aggregated to 
form the unit-level construct, and this either explicitly or implicitly involves the use of 
composition models through which the theoretical rationale for the aggregation process is 
presented (Klein et al., 2001). Essentially, composition models address the definition of 
multilevel constructs by specifying the functional relationships among phenomena or 
constructs at different levels of analysis (e.g., individual, team, organisational) that reference 
essentially the same content but that are qualitatively different at different levels (Chan, 1998). 
In organisational climate research, composition models are strategies for operationalising 
climate at aggregated levels of analysis as well as defining the theoretical relationships among 




climate are the mean of the aggregate perceptions and the amount of agreement among 
members. 
Most research is now focused on collective climate rather than on psychological climate 
(Schneider et al., 2000). This study therefore describes the development of a measure of 
organisational-level climate that is intended to examine the relationship between organisational 
climate and organisational commitment. Organisational commitment, an attitude linked to 
employee behaviours, can be influenced by work experiences such as organisational support 
and leadership processes (Meyer et al., 2002). Perceived organisational support has a positive 
correlation with organisational commitment. This finding is consistent with Eisenberger et al.’s 
(1986) argument that organisations wanting committed employees must demonstrate the 
organisational commitment by providing a supportive organisational climate. In their study, 
Meyer et al. (2002) demonstrate that a positive or negative work environment can influence 
organisational commitment. Therefore, it is essential to explore organisational climate to fully 
understand how to intensify organisational commitment.  
According to Thomas (2008), research evidence for a relationship between climate and 
commitment is limited. Although there is an extensive literature on the effects of organisational 
climates on employee attitudes and behaviours, only a few studies have attempted to 
empirically test the linkages between organisational commitment and organisational climate. 
One of them is by McMurray et al. (2004) who assessed Australian automotive manufacturing 
employees. The study revealed that organisational climate encouraged employee commitment 
to an organisation, the organisation’s performance, and their acceptance of individual 
responsibilities. Chiang (as cited in Thomas, 2008, p. 229) applied climate as an independent 
variable, commitment as the intervening variable and organisational citizenship behaviour as 




researcher concluded that employers could increase organisational citizenship behaviours by 
improving organisational climate which led to increased employee commitment. Gormley (as 
cited in Thomas, 2008, p. 229) studied the impact of climate, role ambiguity, role conflict and 
work role balance on commitment and turnover intentions on staff in a nursing faculty. Using 
commitment as the dependent variable, the organisational climate was found to be positively 
related to the organisational commitment and negatively related to turnover intention.  
In addition to those study results, Sahin (2011) affirms that previous research has indicated that 
organisational climate often mediates the relationships between actual organisational events 
and employees’ attitudes and behaviours. Parker et al’s (2003) meta-analysis on the 
relationships between psychological climate perceptions and work outcomes has shown that 
psychological climate predicted work outcomes, such as individual performance, through the 
mediating mechanism of work attitudes like organisational commitment. Furthermore, Carr et 
al’s (2003) analysis found that the relationships between work climate dimensions and 
performance were mediated by job satisfaction and commitment. These researches have 
contributed to the literature by showing that employees’ perceptions and valuations of their 
work environment influence the commitment toward specific behaviours and attitudes. Thus, 
the literature on climate and commitment indicates that a positive relationship exists between 
the two constructs.  
It can be concluded that organisational climate is a construct with significant implications for 
understanding human behaviour in organisations. It is the aggregation of individual perceptions 
of the organisational context, processes and other support structures. These perceptions 
represent the individuals’ interpretations of the organisational context in which they work. This 
study investigates the ways that perceived organisational climate affects employees’ behaviour 




2.5. BEHAVIOURAL SUPPORT FOR ORGANISATIONAL CHANGE  
Organisational commitment has received a great deal of research attention, having been found 
to be related to important organisational outcomes, such as job performance, citizenship, 
absenteeism, and turnover (Maertz et al., 2002). Although originally conceptualised as an 
employee’s attachment to, or congruence with, the values of the organisation, commitment 
researchers have since identified other foci or referents of commitment, such as organisational 
subunits, supervisors, or specific initiatives, such as change programs (Herscovitch and Meyer, 
2002). 
In the context of change, commitment goes beyond just positive attitudes toward the change to 
include the intention to support it as well as a willingness to work on behalf of its successful 
implementation. Some researchers claim that organisations only change and act through their 
members, and successful change will persist over the long term only when individuals alter 
their on-the-job behaviours in appropriate ways (Jones et al., 2005; Meyer et al., 2007). 
Employees are more likely to respond favourably to organisational change as a management 
initiative when it is in line with their own personal values and over which they have control in 
terms of the possession of relevant skills. Thus, change commitment represents a psychological 
alignment with, or attachment to, the change rather than just reflecting a favourable disposition 
toward it, such as being open to, or accepting of it (Herold et al., 2008).  
2.5.1. Organisational change 
Change is a phenomenon that individuals and organisations deal with on a daily basis 
(Battilana et al., 2010). Organisations have to respond quickly to the local and global forces 
and thus pressured to engage in continual change regardless of the nature of their business 
(Westover, 2010). This is because both private and public organisations need to strive to adapt 




survey by McKinsey and Company (2008) concluded that only by changing constantly 
organisations could hope to survive. 
However, the McKinsey’s (2008) survey also claimed that two-thirds of all change initiatives 
failed.  One reason for the failure of organisational change initiatives can be attributed to 
negative employee attitudes towards the change. Even though change is implemented for 
positive reasons (e.g., to adapt to changing environmental conditions and to remain 
competitive), employees often respond negatively toward change and resist change efforts. As 
a result, many organisational change initiatives fail in spite of the effort and money that are 
invested. Unless adequately managed, organisational change initiatives result in feelings of fear 
and uncertainty, leading to increased stress, reduced levels of trust between employees and 
management, and declining levels of organisational commitment (Coetsee, 1999). Thus, 
building positive employee beliefs, behaviours, and attitudes is critical for successful change 
initiatives (Eby et al., 2000).  
To overcome the problems of managing change, academics and practitioners have produced 
many studies and recommended guidance on how to do it successfully. Some of these remedies 
and analysis offer new and useful insights into organisational change, while others stress 
academic rigour but lack practical relevance, and some appear to contain neither. According to 
Burnes (2000), it is difficult to see how the field of organisational change can progress unless it 
addresses the three issues, (1) the reliability of failure data - whether some types of change and 
organisations are more prone to failure than others, (2) the causes of failure -whether each 
change failure is due to the unique circumstances or whether there are common causes and (3) 
how to manage change successfully - what kind of actions the organisations can take to 
improve the change success rate. Burnes (2011) also recognises that these three issues are 




problem and how concerned we should be; unless they know why change fails, organisations 
may be offering change approaches which address the wrong problems; and unless they can 
provide a range of appropriate approaches to change and identify their strengths and 
weaknesses, organisations are unlikely to be able to address change successfully. 
In this regard, it is important to understand the causes of change failures. There are eight 
common errors associated with organisational change that impact the change process and 
outcome (Kotter, as cited in Ponti, 2011, p. 42-43).These mistakes contribute to why change 
fails. 
a. Lack of urgency 
Most successful change efforts begin with a sense of real urgency. Most failed change 
initiatives occur because of the inability to identify and articulate real or potential crises, or 
major opportunities that exist. Without a sense of urgency, there is a lack of motivation to 
change. 
b. Lack of a coalition 
Strong line leaders are absolutely essential to effect successful change. Establishing a 
guiding coalition is important in the change process. This includes both formal and informal 
leaders from all levels and departments. The guiding coalition (sometimes called a steering 
team or change committee) includes representation from all key stakeholder groups, 
including residents, families, and volunteers.  It may also include external stakeholders who 
may be positioned to influence the support of the greater community.  
c. Lack of Vision 
Without vision, change can dissolve into confusing or misguided projects. The change will 
have no meaning. Many change efforts fail despite an abundance of plans. 
d. Undercommunication 
Communication needs to occur in both words and in actions. A disconnection between 
words and action will derail any change initiative. According to Kotter (1995), 
inconsistency between individuals’ behaviour and verbal communication will definitely 




e. Vision Obstacles 
Obstacles to change will always exist. They can consist of organisational structure, broken 
processes, or bad managers. One blocker, in a crucial place, can significantly impede the 
change process. Obstacles must be avoided. Failure to remove these obstacles creates 
disempowered employees and undermines change. 
f. Lack of Short-term Wins 
Creating short-term wins is essential for maintaining and building change momentum. 
Failure to create and celebrate success can dampen momentum and cause apathy. 
g. Declaring Victory Too Soon  
Changes need to become deeply embedded into an organisation’s culture. This is likely to 
take several years. During this time, there is temptation to declare victory. Declaring victory 
too soon can unravel change, and the old ways of doing things happen all over again.  
h. Not Anchoring Changes 
Change is anchored when behaviours are rooted in the values and beliefs of an organisation. 
Institutionalising change involves two components. First, there is an awareness of the 
improved performance related to the change implemented. Second, time is taken to ensure 
the next generation of managers personifies the new behaviours, values and beliefs. 
In addition to the those factors, management also often fails to recognise the importance of the 
human element of organisational transformation or the importance of ensuring that employees 
are supportive of the change (Arendt et al., 1995). When planning and implementing change, 
managers often become preoccupied with profitability or efficiency without considering the 
actual processes and people associated with the change (Kotter, 1995). A lack of attention to 
the reactions of employees towards change can result in the failure of change. Given this, it is 
important to gain a better understanding of the factors that create employees’ pro-change 
behaviour. Creating a committed employee in the midst of organisational change has become 
one of the highest priorities in the field of human resource management (Swailes, 2004). 




to the change process and its challenges lead to the acceptance of and enthusiasm for the 
change initiative.  
A number of scholars have identified organisational commitment as an essential pre-requisite 
to the successful implementation of organisational change (Bellou, 2007; Vakola and 
Nikolaou, 2005). Change managers rely on the commitment of their employees when 
implementing organisational change. Unless adequately managed, organisational change 
initiatives result in feelings of fear and uncertainty, leading to increased stress, reduced levels 
of trust between employees and management, and declining levels of organisational 
commitment (Coetsee, 1999). A decrease in levels of organisational commitment during 
processes of change could lead to increased levels of absenteeism and higher turnover rate, 
further hampering the success of the change initiative. 
Commitment to the organisation on the part of the employee is critical when an organisation 
engages in change initiatives, as committed employees will provide many benefits to the 
organisation undergoing change. These benefits include putting in extra effort to ensure that 
the change succeeds, serving as public relations representatives during the change, and going 
above and beyond the norm to assist the organisation to function effectively. It is therefore of 
the utmost importance to maintain levels of organisational commitment during times of 
change.  
2.5.2. The concept of behavioural support for organisational change  
Having the right mindset for change is an important determinant of the success of any form of 
transformation. For a successful change, there is a need to prepare employees for attempts by 
the change agent to alter the attitudes and behaviours of the employees that will be involved in 




hypothetical constructs that represent an individual’s degree of like or dislike for an item 
(Bagherian, et al., 2009). Attitudes towards organisational change may therefore refer to the 
employees’ positive or negative evaluative judgments of the change. These attitudes range 
from strong positive attitudes to strong negative ones.  
Change may be received with happiness and excitement, or with fear and anger. Some 
employees may approach organisational change as an opportunity for growth and 
improvement, while others may associate it with instability and risk (Cochran, et al., 2002). 
The negative reactions towards change occur because change generally causes increased 
pressure, stress and uncertainty (Jones, et al., 2008). Consequently, positive attitudes towards 
organisational change are critical to the success of change initiatives, as they increase 
employee cooperation during the change process and prevent resistant behaviours such as 
hostility and fear. 
Attitudes towards organisational change can be classified as cognitive, affective, and 
behavioural or intentional (Piderit, 2000). Affective responses to change reflect how employees 
feel about the change, while cognitive responses to change reflect the employees’ thoughts 
about the change. Behavioural or intentional responses to change result from the thoughts and 
judgements (cognitions) individuals have about the change and the feelings and emotions 
(affects) associated with the change. Successful implementation of change involves the 
identification of factors that impede or facilitate positive behavioural responses among 
employees. It is the behavioural responses to change that are important as they indicate the 
extent to which an individual is likely to support the change initiative based on his/her attitudes 
towards change.  
The behaviour adopted by an individual as a consequence of commitment to change will 




Herscovitch (2001) draw a distinction between focal and discretionary commitment-relevant 
behaviour. Focal behaviour is that course of action to which an individual is bound by his or 
her commitment (e.g., remaining with the organisation), whereas discretionary behaviour 
includes any course of action that can be included within the terms of commitment at the 
discretion of the individual (e.g., exerting extra effort). They argue that commitment should 
lead to the enactment of the focal behaviour. The extent to which employees engage in 
discretionary behaviour, however, should depend on the mindset that accompanies this 
commitment (i.e., desire, cost, obligation). 
According to Herscovitch and Meyer (2002), the focal behaviour for commitment to change is 
compliance that measures employees’ willingness to do what is required of them by the 
organisation in the implementation of the change. Failure to comply is considered a form of 
resistance. Discretionary behaviour can take a variety of different forms. Herscovitch and 
Meyer (2002) use the term cooperation to refer to behaviours that involve going along with the 
spirit of the change and require modest sacrifices. Behaviours that require considerable 
personal sacrifice or are intended to promote the value of the change to others inside or outside 
the organisation are considered to be forms of championing. 
Organisational change initiatives may be directed towards alterations in the structure, 
processes, functions, or technology of the organisation. This places pressure on organisational 
members to adapt to the new circumstances and modify their behaviour accordingly. Change 
must be clearly communicated to employees if it is expected to bring about any positive change 
in employee behaviour. This study applies Herscovitch and Meyer’s (2002) model in exploring 
change-related behaviours. The dimensions of behaviours in the model are expected to be the 
resulting behavioural outcomes of the commitment to change, a construct that is discussed in 




2.6. COMMITMENT TO CHANGE: APPLICATION OF THE THREE-COMPONENT MODEL  
Commitment is defined and measured in a variety of ways depending on the research models 
being tested (Meyer and Allen, 1991; Morrow, 1993; Mowday, et al., 1982). The lack of 
consensus in the definition of the term has contributed to its treatment as a multidimensional 
construct (Meyer and Allen, 1991). Differences between multidimensional frameworks stem 
from the different motives and strategies involved in the frameworks’ development. Even 
though multiple dimensions or forms of commitment exist, there is a core essence that 
characterises it. To establish what the core essence is, researchers look for the commonalities 
among the existing conceptualisations. Based on the definitions discussed in the early part of 
this chapter, Meyer and Herscovitch (2001) indicate that these definitions refer to a force that 
directs a person’s behaviour. There is consensus that the force is experienced as a mindset.  
Even though employee commitment to the organisation can take different forms, it is now 
widely accepted that by acknowledging these differences, researchers can make more precise 
predictions about the impact of commitment on behaviour (Meyer and Allen, 1997). A number 
of measures of organisational commitment can be found in the literature, but the most widely 
used models are Allen and Meyer’s (1990) model (McMurray et al., 2004). This model is 
considered to have generated the most research and best explain commitment in terms of 
organisational behaviour (Coetzee, 2005). Ward and Davis (1995) consider Allen and Meyer’s 
measure superior because of its ability to capture the multidimensional nature of the 
commitment construct as well as its high reliability and supportive factor analysis. As the most 
widely utilised multidimensional model of commitment, the three-component model of 
commitment originally developed by Meyer and Allen (1991, 1997) is used in the context of 





2.6.1. The Three-Component Model of Commitment 
Meyer and Allen (1984) initially viewed organisational commitment as two-dimensional, 
namely affective and continuance. After further research, Allen and Meyer (1990) added the 
third dimension, namely normative commitment. Consequently, the concept of organisational 
commitment is described as tri-dimensional, characterised by the affective, continuance and 
normative dimensions (Meyer and Allen, 1991).  
a. Affective commitment 
Affective commitment refers to the employee’s emotional attachment to, identification 
with, and involvement in the organisation. Employees with a strong affective commitment 
continue employment with the organisation because they want to. The organisational 
commitment model of Meyer and Allen (1997) indicates that affective commitment is 
influenced by factors such as job challenge, role clarity, goal clarity, goal difficulty, 
receptiveness by management, peer cohesion, personal importance, feedback, participation 
and dependability.  
The development of affective commitment involves identification and internalisation (Beck 
and Wilson, 2000). Individual’s affective attachment to their organisations is firstly based 
on identification with the desire to establish a rewarding relationship with the organisation. 
Secondly, through internalisation, affective commitment refers to congruent goals and 
values held by individuals and the organisation. Of the dimensions of this three-component 
model of organisational commitment, affective commitment has been most strongly linked 
to work-related behaviours. Much of the three-component model research has centred on 
affective commitment due to its association with desirable outcomes, such as job 
performance, attendance and organisational citizenship behaviour (Sahin, 2011) 
b. Continuance commitment 
Continuance commitment refers to an awareness of the costs associated with leaving the 
organisation. The potential costs of leaving an organisation include the threat of wasting 
the time and effort spent acquiring non-transferable skills, losing attractive benefits, giving 




Apart from the costs involved in leaving the organisation, continuance commitment will 
also develop as a function of a lack of alternative employment opportunities.  
Employees whose primary link to the organisation is based on the continuance commitment 
remain because they need to. Employees with high levels of continuance commitment also 
have increased levels of role conflict and role ambiguity, as well as low withdrawal 
cognitions (Meyer et al., 2002). It happens because in such a scenario, the continually 
committed employee remains in an uncomfortable position out of need or lack of 
alternatives. Since the employee continues to work in a position only out of need, he or she 
may potentially contaminate the work group, since this type of employee, whose tenure in 
the organisation is based primarily on   need, will see little reason to do more than is 
required to maintain their membership in the organisation.  
Thus, continuance commitment is the least likely to correlate positively with performance 
(Coetzee, 2005). This supports the proposition advanced by Meyer and Allen (1991) that 
the effectiveness of an organisation depends on much more than just a stable workforce.   
c. Normative commitment 
Normative commitment reflects a feeling of obligation to continue employment. The 
strength of normative commitment is influenced by accepted rules about reciprocal 
obligation between the organisation and its members (Suliman and Iles, 2000). The 
reciprocal obligation is based on social exchange theory which suggests that a person 
receiving a benefit is under a strong normative obligation or rule to repay the benefit in 
some way (McDonald and Makin, 2000).  
This implies that individuals often feel an obligation to repay the organisation for investing 
in them, such as paying college tuition or training. This moral obligation arises either 
through the process of socialisation within the society or the organisation (Meyer and 
Allen, 1991). Employees with a high level of normative commitment feel that they ought to 
remain with the organisation. 
These three types of commitment reflect a link between an organisation and an employee 
and distinguish between commitment based on a desire to stay, need to stay, and obligation 




each component represents a distinct link between employees and an organisation that 
develops as the result of different work experiences. Therefore, the link between 
commitment and on-the-job-behaviour may vary as a function of the strength of each of the 
three components. Further, these components of commitment are not mutually exclusive, 
which means that an employee can simultaneously be committed to an organisation in an 
affective, continuance and normative sense, at varying levels of intensity (Popper and 
Lipshitz, 1992). 
These three types are significant when considering the presumed common conceptual 
ground of the three components. First, all three components are supposed to reflect a 
psychological state (i.e., want, need, ought) of an employee in relation to the organisation, 
which has led Allen and Meyer (1990) to speak of attitudinal forms of commitment. Second, 
the three states are supposed to relate to the organisation, reflecting the idea that 
organisational commitment is an attitude that has the organisation as its object. Third, the 
three states can be present simultaneously. Hence the conceptualisation in terms of three 
components and the resulting organisational commitment in total should be seen as the net 
sum of these three psychological states (i.e., want, need, ought).  
Although originally conceptualised as an employee’s attachment to, or congruence with, the 
values of the organisation, commitment researchers have since identified other foci of 
commitment, such as organisational subunits, supervisors, or specific initiatives, such as 
change programs. In the context of change, commitment goes beyond just positive attitudes 
toward the change to include the intention to support it as well as a willingness to work on 
behalf of its successful implementation. Thus, change commitment represents a 
psychological alignment with, or attachment to, the change rather than just reflecting a 




commitment to a change has been found to be conceptually and empirically distinct from 
organisational commitment and to be a better predictor of support for change than 
organisational commitment (Herscovitch and Meyer, 2002). 
2.6.2. The application of the Three-Component Model of Commitment to Change 
Commitment is arguably one of the most important factors involved in employees’ support for 
change initiatives (Herscovitch and Meyer, 2002). Conner (as cited in Herscovitch and Meyer, 
2002, p. 474) also describes commitment to change as the adhesive that provides the vital bond 
between organisation members and change goals. However, despite its alleged significance, 
according to Herscovitch and Meyer (2002), little attention has been paid to the definition and 
measurement of commitment within a change context, and there is virtually no empirical 
evidence to substantiate the claims made about its effects. This study utilises a general model 
of a three-component model of commitment in the context of employee commitment to 
organisational change developed by Herscovitch and Meyer (2002) – a model based on Meyer 
and Allen’s (1991,1997) three-component model of organisational commitment. 
Commitment to change is different from other commitment-related concepts such as openness 
to change (Wanberg and Banas, 2000) and readiness to change (Armenakis, 1993), in that 
commitment to change not only reflects positive attitudes towards the change, but also 
alignment with the change, intentions to support it, and a behavioural intention to work in 
favour of the change (Herold, et al., 2007). It is therefore defined as a mindset that binds an 
individual to a course of action deemed necessary for the successful implementation of a 
change initiative (Herscovitch and Meyer, 2002). Both organisational commitment and 




organisation’s change efforts. Nevertheless, commitment to change is found to be a better 
predictor of employees’ active support of change, rather than organisational commitment. 
Following Herscovitch and Meyer (2002), commitment to change can take three different 
forms: (1) a desire to provide support for the change based on a belief in its inherent benefits 
(affective commitment to change), (2) a recognition of the perceived cost of failing to support 
the change (continuance commitment to change), and (3) a perceived obligation to support the 
change (normative commitment to change). Herscovitch and Meyer (2002) argue that, 
according to this conceptualisation, employees can feel committed to the change because they 
want to, have to, and/or ought to. They further maintain that it is important to distinguish 
between the three components of commitment because they may cause quite different 
consequences for on-the-job-behaviour. During a change process, an employee with strong 
affective commitment to a change initiative is willing to go above and beyond the call of duty 
to find ways of making the initiative work. Employees that support the change initiative 
because they feel obligated to (normative commitment to change) may behave as the affective 
committed employees, but only if they see it as their duty. Those employees that support the 
change mainly because they feel they do not have any other choice (continuance commitment 
to change), might do just a little more than what is required to show support for the change. 
Their level of commitment to change will be based on the recognition that there are costs 
associated with not supporting the change (Herscovitch and Meyer, 2002; Meyer and 
Herscovitch, 2001). 
In sum, the commitment to change literature indicates that distinguishing between the three 
different components, namely affective, normative and continuance commitment to change, is 
crucial (Chen and Wang, 2007), because they are believed to have different outcomes, and 




individual’s commitment to change is dependent upon the extent to which his everyday work is 
affected by the change (Herold et al., 2007). Commitment to change as a dominant construct in 
this research reflects behavioural intentions to support a change initiative and different 
behavioural consequences are associated with different forms of commitment to change in an 
Indonesian context.  
2.6.3. Generalisability of the Three-Component Model of Commitment to Change 
This study is conducted in a public sector organisation in Indonesia using Meyer and Allen’s 
(1991) three-component model of organisational commitment measurement. This model has 
been increasingly used in countries around the world. However, there is the issue of the 
generalisability of Meyer and Allen’s commitment (1991) measures to populations beyond the 
Western population in which it was originally developed. Some research studying the validity 
of the model in East Asian cultures (Chen and Francesco, 2003; Chang et al., 2007), Middle 
Eastern cultures (Wasti, 2002; Cetin, 2006), and Eastern Europe (Vandenbergheet al., 2001) 
has been undertaken.  
Asian and Western cultures have different views of the individual’s relationship with society, 
with far-reaching implications for attitudes and behaviours (Wasti, 2003). Asian cultures tend 
to emphasise the relatedness of individuals to each other and an interdependent view of the 
self, whilst Western cultures construe the self as an independent, autonomous and self-
contained entity (Markus and Kitayama, 1991). People influenced by an Asian culture see the 
self as part of a set of social relationships. They are highly sensitive to the needs and feelings 
of in-group members, and are likely to subordinate their own preferences to these and to seek 
to maintain in-group harmony. Thus, it can be hypothesised that non-Western societies place 
greater emphasis on loyalty to the group and on social obligations than more individualistic 




One of the primary objectives in this study is to replicate the findings of Herscovitch and 
Meyer (2002) in a different societal culture. The opportunity to collect data in Indonesia is one 
of convenience, and this study is not intended to provide a true cross-cultural comparison. 
Therefore, the researcher does not test any specific hypotheses related to cross-cultural 
comparison. However, it is important to consider ways in which Indonesia culture differs from 
that of Western societies, where Herscovitch and Meyer’s (2002) data were collected, and how 
these cultural differences might affect generalisability.  
According to Hofstede (2015), Indonesia has a collectivist culture in which individuals 
generally exhibit strong attachment, loyalty and pride towards their workplace and are more 
accepting of the power distance as manifested in authority and status differences than in 
individualistic cultures (Hofstede, 2015). Unlike the individualistic culture found in Western 
countries where employment is considered a mutually beneficial contract between the 
employer and the employee, in collectivist culture like Indonesia, this relationship is based on 
moral obligations as well as mutual benefit. 
Meyer et al. (2002) addressed the issue of the generalisability of the three-component model of 
organisational commitment outside North America in their meta-analysis on organisational 
commitment. The meta-analysis tried to determine whether geographic location is a moderator 
in the relations between the three components of organisational commitment and their 
antecedents, correlates and consequences. The authors state that the number of studies from 
individual countries outside North America is small. Therefore, they classified studies into two 
groups: those conducted in and those outside North America. The results of the relationships 
between commitment and its antecedents, correlates and consequences were compared between 
the two groups. Meyer et al. (2002) found some differences, but to a large extent the results are 




commitment were greater in countries outside North America. The authors suggest that the 
difference can be culture-based (i.e.that desire and obligation are less distinct in countries 
outside North America) or translation-based. 
Regarding the generalisability of the concept of commitment to change, Meyer et al.’s (2007) 
study replicated and extended the findings of Herscovitch and Meyer’s (2002) model 
comparing a sample of Canadian and Indian employees undergoing planned change programs. 
They were able to provide evidence of the generalisability of the model outside North America.  
Even though it is possible that the three-component model does not generalise to non-Western 
cultures, this model of commitment is useful for giving insights into the nature of commitment 
in different contexts. There are potential explanations for non-congruent findings that must be 
ruled out before conclusions can be drawn. As Triandis (as cited in Lee, et al., 2001, p. 598) 
states, whereas similar findings across different cultures can be interpreted as a demonstration 
of the generality of a theory, dissimilar findings in cross-cultural research can be due to many 
different factors. Among these factors are problems of measurement.  
Measurement problems in cross-cultural research can take different forms. For example, the 
non-equivalence of two supposedly identical items written in different languages might simply 
be due to the poor quality of translation (Brislin, as cited in Lee at al., 2001, p. 598). Even 
careful back-translation procedures do not guarantee that items have equivalent connotative 
meaning. Lee et al. (2001) claim that non-equivalence might also be due to the content of some 
items having less relevance in one culture than in another. Consequently, the content of some 
items in the original commitment scales are not relevant to constructs in South Korean culture. 
In response to this, Lee et al. (2001) conducted a study in a single Asian culture and found 
support for the cross-cultural generalisability of the three-component model. Using data from 




commitment component and demonstrate that the measures had the hypothesised factor 
structure and were related to the outcomes as expected.  
As a final point, although some issues were raised regarding measurement problems that 
created cross-cultural differences in patterns of results, the majority of studies support the 
generalisability of the three-component model of organisational commitment in non-Western 
societies. 
2.7. ANALYTICAL FRAMEWORK, RESEARCH QUESTIONS AND HYPOTHESES 
DEVELOPMENT 
To summarise the theories of organisational climate especially in the collective climate (shared 
perception) approach developed by Cooke and Meyer (2007) and commitment to 
organisational change developed by Herscovitch and Meyer (2002) which are used in this 
study, an analytical framework is presented in Figure 2.1 to illustrate the relationships between 
three constructs: organisational climate, commitment to organisational change and behavioural 
support for change. It is important to note that this framework is used for the quantitative part 
of this research to test the theories. The qualitative part is applied to support and complement 



















Source: Modified from Machin, M. A., Fogarty, G. J., & Bannon, S. F. (2009). Predicting employees' commitment to and 
support for organisational change. The Australian and New Zealand Journal of Organisational Psychology, 2(1), 10-18. 
 
Based on the analytical framework, the study investigates the workplace climate variables that 
influence the employees’ behaviour towards organisational change initiatives through the role 
of organisational commitment. Following the framework and review of prior studies, the 
current study addresses the following research questions: 
1. How do positive and negative aspects of organisational climate relate to the three 
components of commitment to organisational change?  
2. How do the three components of commitment to organisational change relate to the 
three types of behavioural support for change? 
3. Does commitment to organisational change mediate the relationship between 
organisational climate and behavioural support for organisational change? 
ORGANISATIONAL 
CLIMATE 
Positive Org Climate 
- Workplace Morale 
- Supervisor Support 
- Participative Decision-Making 
- Role Clarity 
- Professional Interaction 
- Appraisal and Recognition 
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- Workplace Distress 
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Commitment to Change 
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For the quantitative part of the study, several hypotheses are developed. Based on the review of 
theories and literature, the following hypotheses, which refer to the research questions, are 
formulated:  
Research Question 1: How do positive and negative aspects of organisational climate 
relate to the three components of commitment to organisational 
change?  
Following Hart et al.’s (1996) model, organisational climate variables consist of perceptions 
about eight positive and two negative aspects of the organisation. The positive aspects are 
workplace morale, supervisor support, participative decision-making, role clarity, professional 
interaction, appraisal and recognition, professional growth and goal congruence. The two 
negative aspects of the work environment are workplace distress and excessive work demands. 
Prior research presents empirical evidence of significant relationships between organisational 
climate variables and all components (affective, continuance and normative) of commitment to 
organisational change (Meyer et al., 2002; Machin and Bannon, 2005; Machin et al., 2009). 
Therefore, consistent with the research on organisational commitment, the following main 
hypothesis to answer research question 1 is developed:  
Hypothesis A: Positive organisational climate and negative organisational climate 
significantly contribute to the prediction of affective, continuance 
and normative commitment to organisational change. 
This first main hypothesis is classified into 30 sub hypotheses to accommodate each variable of 
organisational climate and commitment to organisational change. The following sections 
discuss the development of the sub hypotheses based on the ten dimensions of organisational 
climate.  
1. Workplace morale and commitment to change 
McKnight et al (2001) describe workplace morale as “the degree to which an employee feels 




that employees who work for an organisation with high morale develop higher rates of job 
satisfaction, creativeness and innovation, commitment to the organisation, eagerness to satisfy 
group objectives instead of individual objectives, and they desire to improve the organisation's 
performance. Employees who have enthusiasm to perform beyond what is expected are 
perceived to demonstrate affective attachments to their organisations. In terms of 
organisational change, Machin and Albion (2007) demonstrate that workplace morale 
contributes to higher affective commitment to change and greater change success. Therefore, 
based on the arguments supporting the significant positive impact of workplace morale on 
affective commitment to change, it is hypothesised that: 
H1: Workplace morale significantly contributes to the prediction of affective 
commitment to change.  
In the relationship between morale and continuance commitment to change, Machin and 
Bannon’s (2005) and Machin et al.’s (2009) studies confirm that workplace morale contributes 
significantly to the prediction of continuance commitment to change, which is a recognition 
that there are costs associated with failure to provide support for the change. The findings have 
not been tested or verified in developing country context, so that it is important to investigate 
the relationship. Thus, the proposed hypothesis is: 
H2: Workplace morale significantly contributes to the prediction of continuance 
commitment to change.  
Correlation between workplace morale and normative commitment to change were also found 
in Machin and Bannon’s (2005) and Machin et al.’s (2009) studies. The findings show that 
workplace morale contributes significantly to the prediction of normative commitment to 
change, an obligation-based commitment. The findings have not been tested or verified in 




influence on normative commitment to change. Given this assertion, the following hypothesis 
is offered: 
H3: Workplace morale significantly contributes to the prediction of normative 
commitment to change. 
2. Supervisor support and commitment to change 
Supervisor support is defined as the supervisor’s positive valuation of the employees’ 
contributions and attention to the employees’ well-being (Rhoades et al., 2001). A leader or a 
manager with high supervisor support is one that makes employees feel heard, valued and 
cared about. In relation to affective commitment, Rhoades et al. (2001) assert that measures of 
supportive and caring treatment by employees’ supervisors, including leader consideration are 
associated with affective commitment. In addition, a study by Soulen (2003) indicates that 
affective commitment is positively related to supervisor support. Supervisor support is also 
found to contribute to higher affective commitment to change (Machin and Albion, 2007). 
Accordingly, it can be hypothesised that:  
H4: Supervisor support significantly contributes to the prediction of affective 
commitment to change. 
With regards to continuance commitment, Soulen (2003) confirms that continuance 
commitment is not related to any measured variable of supervisor support. However, in terms 
of organisational change, Machin and Bannon (2005) and Machin et al. (2009) argue that 
supervisor support contributes significantly to the prediction of continuance commitment to 
change. These findings need to be validated in a different and specific context. Therefore, 
having recourse to the above supporting evidence, it was hypothesised: 
H5: Supervisor support significantly contributes to the prediction of 




The strong correlations found between affective commitment and normative commitment 
scales have led a great deal of the research using three-component model of commitment to 
focus primarily on the constructs of affective and continuance commitment (Coleman et al., 
1999). Little attention has been paid to the relationship between supervisor support and 
normative commitment. As previously discussed, normative commitment refers to a perceived 
obligation to remain with the organisation. Nevertheless, Machin and Bannon (2005) and 
Machin et al. (2009) argue that supervisor support contributes significantly to the prediction of 
normative commitment to change. Therefore, it can be proposed to test that: 
H6: Supervisor support significantly contributes to the prediction of normative 
commitment to change. 
3. Participative decision-making and commitment to change 
Participation in decision-making is defined as the extent to which employers permit or 
encourage employees to participate in decision-making in the organisation (Probst, 2005). 
Earlier research has shown a positive relationship between participation and employee 
acceptance of change (Bruhn et al., 2001). Through participative decision-making, employees 
increase their psychological sense of ownership and enhance the employees’ commitment to 
the organisation (Somech, 2010). It can be asserted that participative decision-making 
increases affective commitment.  In terms of organisational change, participative decision-
making contributes significantly to the prediction of affective commitment to change (Machin 
and Bannon, 2005; Machin and Albion, 2007; Machin et al., 2009). Therefore, it can be 
hypothesised that: 
H7: Participative decision-making significantly contributes to the prediction of 
affective commitment to change. 
Sagie et al. (2002) argue that although the effect of participative decision-making on 




decision-making has a positive direct influence on other types of commitment, namely 
continuance commitment to change and normative commitment. Specifically, Machin and 
Bannon (2005) and Machin et al. (2009) substantiate that participative decision-making 
significantly correlates with continuance and normative commitment to change. Therefore, the 
study hypothesises that: 
H8: Participative decision-making significantly contributes to the prediction of 
continuance commitment to change. 
H9: Participative decision-making significantly contributes to the prediction of 
normative commitment to change. 
4. Role clarity and commitment to change 
Role clarity provides employees with experiences of comfort and self-competence which are 
viewed as major drivers of commitment (Saks et al., 2007). Furthermore, Stazyk et al. 
(2011)argue that role clarity positively affects affective commitment. From a perspective of 
commitment to change, Machin and Bannon (2005), Machin and Albion (2007) and Machin et 
al. (2009) confirm that role clarity significantly influence affective commitment to change. 
Therefore, based on the previous studies, it can be hypothesised that: 
H10: Role clarity significantly contributes to the prediction of affective 
commitment to change. 
Very few studies specifically discuss the relationship between role clarity and other types of 
commitment to change, but in general, they demonstrate a positive connotation in the role 
clarity’s relationship with continuance commitment to change and normative commitment to 
change. Machin and Bannon (2005) and Machin et al. (2009) assert that role clarity provides a 
significant influence towards continuance commitment to change and normative commitment 
to change. Thus, it can be hypothesised that: 
H11: Role clarity significantly contributes to the prediction of continuance 




H12: Role clarity significantly contributes to the prediction of normative 
commitment to change. 
5. Professional interaction and commitment to change 
Professional interaction is defined as a mutual or reciprocal action among employees at the 
workplace in the forms of high level of support, cooperation, ideas-sharing and communication 
(Hart et al, 1996). Machin and Albion (2007) determine that professional interaction as a 
positive organisational climate variable contributes to higher affective commitment to change 
and greater change success. Two other studies by Machin and Bannon (2005) and Machin et al. 
(2009) also provide similar results. Research on organisational commitment supports the 
findings that a positive climate is likely to encourage employees to actively support 
organisational initiatives, including those initiatives that involve change. Accordingly, it can be 
hypothesised that: 
H13: Professional interaction significantly contributes to the prediction of 
affective commitment to change. 
The influence of professional interaction on continuance commitment was examined in 
previous studies. Machin and Bannon (2005) and Machin et al. (2009) confirm that 
professional interaction has a significant influence on the continuance commitment to change 
dimension (based on the idea that the costs of leaving the organisation outweigh the 
opportunity costs of staying). Following the previous findings, the current study hypothesises 
that: 
H14: Professional interaction significantly contributes to the prediction of 
continuance commitment to change. 
Similar assertions were also found in the relationship between professional interaction and 
normative commitment to change. Collegial interaction is seen as process that empowers moral 




Machin et al., 2009). Employees will be likely to exhibit normative commitment to a change 
program when they feel that they will not be abandoned by the employer and colleagues as a 
result of change and in return they will extend their obligation based commitment to the 
organisation. Thus, it can be hypothesised that: 
H15: Professional interaction significantly contributes to the prediction of 
normative commitment to change. 
6. Appraisal and recognition and commitment to change 
According to Whitener (2001), employee’s performance appraisal and recognition system have 
regular and powerful effects on organisational commitment. Meyer and Smith (2001) argue 
that the influence of HRM practices (performance appraisal, compensation and benefits) on 
organisational commitment is largely mediated by psychological factors such as organisational 
support and trust, thus making HRM’s effect on commitment neither direct nor unconditional. 
Nevertheless, in their studies of commitment to organisational change, Machin and Bannon 
(2005) and Machin et al. (2009) corroborate that performance appraisal and recognition have a 
direct significant influence on affective, continuance and normative commitment to change.  
It seems that there is no agreement among scholars on the above propositions. Thus, this study 
initiates to verify the propositions in a new context. The hypotheses on the relationships 
between appraisal and recognition and all three components of commitment to change are 
developed as follows: 
H16: Appraisal and recognition significantly contribute to the prediction of 
affective commitment to change. 
H17: Appraisal and recognition significantly contribute to the prediction of 
continuance commitment to change. 
H18: Appraisal and recognition significantly contribute to the prediction of 





7. Professional growth and commitment to change 
This ‘professional growth’ variable is commonly known as ‘training and development’. 
Training and development is a function of HRM related to organisational activity aimed at 
improving the performance of individuals and groups in organisational settings (Harrison, 
2005). Similar to appraisal and recognition, it is indicated in the literature that there is no 
agreement among scholars on the relationship between training and development and 
organisational commitment.  
Meyer and Smith (2001) argue that the influence of HRM practices (i.e. training and 
development) on organisational commitment is neither direct nor unconditional and largely 
mediated by other factors. Furthermore, McElroy (2001) also contends that training and 
development enhances affective and normative commitment because it improves an 
individual’s perception of self-importance. Regarding continuance commitment, this happens 
when a connection with new skills acquisition is clearly established.  
On the other hand, Machin and Bannon (2005) and Machin et al. (2009) confirm that there is a 
significant direct relationship between professional growth and affective, continuance and 
normative commitment to change. Thus, this study attempts to verify the assertions in a new 
context by proposing the hypotheses as follow: 
H19:  Professional growth significantly contributes to the prediction of affective 
commitment to change. 
H20: Professional growth significantly contributes to the prediction of 
continuance commitment to change. 
H21:  Professional growth significantly contributes to the prediction of normative 
commitment to change. 




Goal congruence means that the organisation’s members strive to achieve goals that are 
consistent with the goals set by top management (Hilton, 2002).Previous research show that 
employee’s endorsement on organisational goals exhibits a high level of organisational 
commitment. In terms of organisational change, goal congruence refers to one's assessment as 
to whether one's individual goals are congruent with the goals of the planned change. Kristof-
Brown and Stevens (2001) also suggest that encouraging an organisation’s members to attach 
themselves to organisation-wide goals has positive consequences for the organisation. Goal 
congruence is proven to contribute to a high level of affective commitment to change (Machin 
and Albion, 2007). Following the arguments from previous research, there is a significant 
relationship between goal congruence and affective commitment to change. So, it can be 
hypothesised that: 
H22:  Goal congruence significantly contributes to the prediction of affective 
commitment to change. 
Incompatible goals among organisation’s members have been identified as a major cause of 
conflict between organisation’s members where each party pursues individual goals, and 
competitive behaviour may result in opportunistic behaviour (Rahim, 2010).It can be asserted 
that a low level of goal congruence may result in the prediction of continuance commitment to 
change and normative commitment to change. Studies by Machin and Bannon (2005) and 
Machin et al. (2009) verify that goal congruence significantly contribute to other types of 
commitment, i.e. continuance and normative commitment to change. Thus, it is hypothesised 
that: 
H23:  Goal congruence significantly contributes to the prediction of continuance 
commitment to change. 
H24:  Goal congruence significantly contributes to the prediction of normative 




9. Workplace distress and commitment to change 
The basic concept of distress relates to a mismatch between an individual’s perception of the 
demands being made on them and the perception of the individual’s capability to meet those 
demands (Clancy and McVicar, 2002). Researchers have identified various employees’ 
responses to an organisational change. Change can be received with excitement and happiness 
or tense and fear as parts of workplace distress. Specifically, Machin and Bannon (2005) and 
Machin et al. (2009) argue that workplace distress as a form of negative organisational climate 
contributes significantly to the prediction of continuance commitment to organisational change.  
Nevertheless, it is asserted that highly stressed employees demonstrate decreased commitment 
and increased reluctance to accept organisational change interventions (Vakola and Nikolau, 
2005). Furthermore, workplace distress in the forms of anxiety, depression and frustration are 
also proven to create employee withdrawal from the change process (Kiefer, 2005). This 
indicates that a high level of workplace distress can significantly create a low level of affective 
commitment to change and normative commitment to change. With so few studies available in 
the area of negative workplace climate for comparison, it is difficult to know whether these 
discrepancies reflect genuine cultural differences. This study attempts to verify this in a 
different context. Therefore, it can be proposed to test: 
H25:  Workplace distress significantly contributes to the prediction of affective 
commitment to change. 
H26: Workplace distress significantly contributes to the prediction of continuance 
commitment to change. 
H27:  Workplace distress significantly contributes to the prediction of normative 







10. Excessive work demands and commitment to change 
Excessive work demands are associated with certain psychological costs and include items 
such as workload, time pressure and difficult physical environments (Crawford, et al., 2010). 
Similar to workplace demands, the development of hypotheses in the relationship between 
excessive workplace demands and three types of commitment to organisational change 
considers various different perspectives from scholars. Llorens et al. (2006) argue that the 
relationship between job demands and commitment was not directly correlated and is mediated 
by another factor, for example, job burnout. However, Ahuja et al. (2007) specifically argue 
that work overloads generate lower levels of organisational commitment. In addition, Machin 
et al. (2004), Machin and Bannon (2005) and Machin et al. (2009) confirm that excessive work 
demands predicted only continuance commitment to organisational change. 
There has been no agreement among scholars on the relationships between excessive work 
demands as a particular form of negative organisational climate and all three types (affective, 
continuance and normative) of commitment to change. Thus, this study initiates to verify the 
relationships in a new context. Therefore, it can be proposed to test: 
H28: Excessive work demands significantly contribute to the prediction of 
affective commitment to change. 
H29: Excessive work demands significantly contribute to the prediction of 
continuance commitment to change. 
H30: Excessive work demands significantly contribute to the prediction of 
normative commitment to change. 
 
Research Question 2: How do the three components of commitment to organisational 





Meyer and Herscovitch (2001) identify two forms of commitment relevant behaviour namely 
discretionary and focal behaviour and describe how such behaviour may be affected by the 
different commitment components. Herscovitch and Meyer (2002) presented a three 
component model of commitment to organisational change based on the Meyer and 
Herscovitch’s (2001) general model of workplace commitment. 
Previous studies presents empirical evidence of relationships between all components 
(affective, continuance and normative) of commitment to organisational change and 
behavioural support for organisational change in the forms of compliance, cooperation and 
championing (Herscovitch and Meyer, 2002; Machin and Bannon, 2005; Machin et al., 2009). 
Supported by the theoretical expectations, the following main hypothesis to answer research 
question 2 is developed:  
Hypothesis B: Affective, continuance and normative commitment to organisational change 
significantly contribute to the prediction of compliance, cooperation and 
championing as behavioural supports for organisational change. 
 
This second main hypothesis is classified into nine sub hypotheses to accommodate each 
variable of organisational climate and commitment to organisational change.  
1. Affective commitment to change and behavioural support for change 
Affective commitment to change is defined as the mindset that binds an individual to the 
course of action which reflects a desire to provide support for the change based on a belief 
in the inherent benefits of change initiatives (Herscovitch and Meyer, 2002).Affective 
commitment is important for change success (Vakola & Nikolaou, 2005) and can be 
regarded as an attitudinal indicator of change adaptation. It is further defined as 
identification, involvement and emotional attachment to the organisation and characterised 




Previous studies demonstrate that affective commitment to organisational change is a 
positive influence on employees’ behavioural support for change (Machin and Bannon, 
2005; Machin et al., 2009). The behavioural outcomes of commitment to change are 
important as they provide an idea about the extent to which an individual is likely to 
support the change initiative based on the attitudes towards change.  
Herscovitch and Meyer (2002) in their three component model of commitment to change 
provided the behavioural outcomes of commitment to change – compliance, cooperation 
and championing – which are explored as the consequences of commitment to change in 
the present research. The current study argues that these change-related behaviours 
developed by Herscovitch and Meyer (2002) can be assessed and shown to be 
distinguishable from one another. A different scale was used to measure the compliance, 
cooperation and championing behaviours for a specified change initiative. On the basis of 
these distinctions, the study hypothesises the following: 
H31: Affective commitment to change significantly contributes to the prediction of 
compliance. 
H32: Affective commitment to change significantly contributes to the prediction of 
cooperation. 
H33: Affective commitment to change significantly contributes to the prediction of 
championing. 
2. Continuance commitment to change and behavioural support for change 
Continuance commitment to change is a recognition that there are costs associated with 
failure to provide support for the change (Herscovitch and Meyer, 2002). Continuance 
commitment to change develops when employees make personal investments which they 
cannot afford to lose due to the discontinuation of an activity and may also be related to 




According to Kalyal (2009), employees with a high level of continuance commitment to 
change tend to provide minimal support to the change effort. This form of commitment is 
not similar to resistance to change. The employees are perceived to demonstrate focal 
behaviour by complying with management directives without providing active support to 
change initiatives. It can be asserted that there is a significant relationship between 
continuance commitment to change and compliance behaviour. However, in Machin and 
Bannon’s (2005) study, continuance commitment to change does not provide any unique 
variance in behavioural support for change. Furthermore, Machin et al. (2009) exhibit that 
continuance commitment to organisational change is detrimental influence on behavioural 
support for change.  
It seems that there is no agreement among scholars on the relationship between continuance 
commitment to change and three change-related behavioural outcomes. This study attempts 
to verify the relationship in a new context. Thus, it can be proposed to test: 
H34: Continuance commitment to change significantly contributes to the 
prediction of compliance. 
H35: Continuance commitment to change significantly contributes to the 
prediction of cooperation. 
H36: Continuance commitment to change significantly contributes to the 
prediction of championing. 
3. Normative commitment to change and behavioural support for change 
According to Herscovitch and Meyer (2002), normative commitment to change basically is 
a type of commitment that reflects a sense of obligation to provide support for the change. 
The recognition that an organisation is fulfilling its obligations or honouring the 
psychological contract that exists between employees and employers also leads to the 




2009, p. 20). Normative commitment to change may also be low if the employees view the 
change as a breach of their psychological contract and violation of the employees’ interests. 
Among the few studies that exist, Herscovitch and Meyer (2002) confirm that normative 
commitment correlate positively with compliance cooperation and championing 
behaviours. In addition, Machin and Bannon (2005) and Machin et al. (2009) assert that 
there is a significant correlation between the two variables. Moreover, Kalyal (2009) argues 
that normative commitment to change is exhibited by the employees when they feel that 
they will not be abandoned by the employer as a result of change and in return they will 
provide their change-related behaviours accordingly. Thus, it can be hypothesised that: 
H37: Normative commitment to change significantly contributes to the prediction 
of compliance. 
H38:  Normative commitment to change significantly contributes to the prediction 
of cooperation. 
H39:  Normative commitment to change significantly contributes to the prediction 
of championing. 
 
Research Question 3: Does commitment to organisational change mediate the 
relationship between organisational climate and behavioural 
support for organisational change? 
The three components of Herscovitch and Meyer’s (2002) commitment to organisational 
change model were hypothesised to mediate the relationship between organisational climate 
and behavioural support for organisational change. Machin and Bannon (2005) and Machin et 
al. (2009) also address the question in their studies by including organisational climate 
variables as hypothetical antecedents to the commitment to change variables as well as to the 
behavioural commitment to change outcome variables. Hence, the following hypothesis for 




Hypothesis C (H40): Commitment to organisational change mediates the relationship 
between organisational climate and behavioural support for 
change. 
2.8. SUMMARY 
The literature review has described and explored the constructs of organisational climate, 
commitment to change, and behavioural support for change, with attention to the 
organisational commitment to change as a mediator of the relationship between organisational 
climate and behavioural support for organisational change. The review has also explored how 
the relationship between organisational commitment and organisational culture exists, where 
culture is also linked with effectiveness of the organisation which results in increased 
individuals and organisational performance which ultimately enhances organisational 
commitment. It has built an argument on the application of the three traditional components of 
commitment (affective, normative, and continuance commitment to organisational change) that 
guides the study.  
The analytical framework developed for this study is to test and clarify the nature of the 
Indonesian tax authority employees’ commitment to organisational change within the public 
sector, and the relationship between the various components of commitment to organisational 
change and behavioural support for change. In order to better understand the organisational 
factors in the public sector that influence commitment to organisational change, public sector 
employees’ perceptions of their organisational climate are included. The full set of hypotheses, 
including those dealing with mediation, is captured in the analytical framework and has been 












TAX ADMINISTRATIVE REFORM IN INDONESIA 
 
3.1. INTRODUCTION 
This chapter is concerned with contextual and conceptual matters that are essential to a 
comprehensive understanding of the tax administration case study which is the focus of the 
research. The chapter commences with a brief description of public sector reform, 
especially as it applies in developing countries. Public sector reform has been ongoing 
since the 1970s with widely diverse forms related to various cultural and political 
environments but also with a number of common aspects. The chapter next discusses the 
Indonesian experience in reforming its public sector following the Asian Financial Crisis 
(AFC) of 1997 and the subsequent political transition from the authoritarian Suharto 
regime to the era of democratisation. The last part of this chapter discusses the tax authority 
in Indonesia in general and its experience of administrative reform in particular. The 
Directorate General of Taxes (DGT), the Indonesian tax authority, was one of the pioneer 
organisations when the Bureaucracy Reform was firstly launched by the government in 
2004.   
3.2. THE REFORM OF PUBLIC SECTOR  
The public sector in the 21st century is undergoing dramatic changes, not only in advanced 
economies, but also in many parts of the developing world. According to Pollitt and Bouckaert 
(2011), public sector reform comprises of purposeful changes to the structures and processes of 




merging or splitting organisations to improve coordination or to facilitate specialisation. 
Process changes include the redesign of information and technology systems, the setting of 
quality standards, or the introduction of simplified procedures. Public sector reform during the 
1980s in developed countries encompassed both aspects to add momentum to charting a new 
course for public administration broadly in the direction of de-bureaucratisation (Bertucci and 
Jemiai, 2009). In these developed countries, transparency, accountability and public service 
integrity featured extensively in the reforms, in part due to pressures from the public to put an 
end to a tradition of secretiveness and lack of transparency. 
Many developing countries have adopted some of the reforms introduced in advanced 
countries through broad governance agendas supported by aid donors. Other approaches to 
public sector reform have also featured in these countries, notably decentralisation, pay and 
employment, and integrity and anti-corruption, designed to improve the development 
effectiveness of government agencies (McCourt, 2013). However, there are still some common 
challenges that include insufficient attention to political economy, attempting to transplant one 
country’s organisational structures and practices in another without consideration of contextual 
differences, overemphasising downsizing and cost cutting, and failing to integrate reform 
activities into a wider policy and organisational framework (McCourt, 2013; Rao, 2013). In 
particular for Asian countries, the ADB (2005) has identified different sets of governance 
problems ranging from an over-centralisation of the state and weak administrative systems to 
cronyism and frail checks and balances mechanisms, and has proposed priority actions ranging 
from decentralisation and cutting red tape to corporate governance reforms.  
Various studies in public sector reform, such as Kuhlmann and Allsop (2008), Boyne and 
Walker (2010), Hoque and Adams (2011), De Vries and Nemec (2013), and Curry (2014), 




service excellence for meeting the needs of the public with high standards of quality and 
responsiveness. In many instance, reform is about fostering an environment that induces 
continuous change for greater efficiency and effectiveness by employing modern management 
tools and techniques while paying attention to the morale and welfare of public employees. 
Thus, changes in human resources management (HRM) have become a crucial area for public 
sector reform.  
The importance of committed human resources in public sector reform 
The public sector is a challenging reform area as changing how governments operate is not 
easy. The 2011 World Development Report (WDR) acknowledges the difficulty of public 
sector reform, arguing that it is always tough and even the fastest transformation may take a 
generation (World Bank, 2011). Public sector reform is even harder in the contexts of state 
fragility and conflict, where there are low expectations, widespread mistrust and entrenched 
groups who are incentivised to resist change. To make more than superficial formal changes, it 
is important that public sector reform is about changing the fundamental behaviours and 
functioning of public sector employees.   
The role that public sector employees have to play in the reform process includes ways of 
dealing efficiently with demands, opportunities and constraints encountered in the process. 
Since public sector employees need a combination of knowledge, skills and attitudes, one of 
the principal goals of public sector reform is to build a framework able to attract, retain, 
develop and motivate employees of the appropriate calibre to perform and serve the public 
(Meyer  and  Smith, 2000). This can be achieved through the implementation of sound HRM 
practices.  
Creating a committed workforce supportive of reform has become one of the highest priorities 




failed over the last 30 years because of the lack of sustainable commitment to reform. The 
prime reason for such failure can be found in resistance to change. Resistance to change 
introduces costs, delays and sometimes abandonment of change initiatives, but it must be taken 
into consideration (Pardo del Val and Fuentes, 2003). In order to tackle this problem, 
committed employees are critical for the process of designing and implementing public sector 
reform. For that reason, understanding the factors that contribute to commitment is an 
important task for me as the researcher. Therefore, the present study investigated the predictors 
of employees’ commitment to, and behavioural support for change within a large public sector 
organisation in Indonesia which is currently undergoing reform. 
3.3. BUREAUCRACY REFORM IN INDONESIA  
For the past two decades, Asian countries have been participants in the global movement for 
public sector reform. Since the 1997 AFC, there have been demands for institutional reforms in 
many Asian countries to cope with the challenges of globalisation and to catch up with some 
recognised best practices (Cheung, 2005). Countries relying on the assistance of international 
organisations or developed donor countries accept aid conditionalities in the form of 
requirements on specific reform targets and strategies. Apart from economic and donor 
pressures, domestic political changes, including regime change, democratisation, and the 
collapse of the pre-existing political order have also resulted in demands for more efficient, 
effective and honest public administration. Models of public administration in developing 
countries including Indonesia have generally drawn on colonial experience while 
contemporary public sector reforms have often mirrored reform initiatives originating in 
OECD countries. Two notable paradigms are found to have impacted on Indonesia’s recent 




models (Cheung, 2005). They are approaches to make government perform better and deliver 
on key objectives, to get government closer to grassroots, and to make government more 
honest and more responsive to citizens (Turner et al., 2015). 
The NPM refers to a series of novel approaches to public administration that emerged in a 
number of OECD countries in the 1980s. The NPM approach embodies both an ideology that 
values limited government involvement in economy and society and a practical reform agenda 
intended to transform public sector performance through the application of market 
mechanisms. Using the analogy of NPM as a menu of choices, Turner (2002) categorises 
Indonesia as a ‘cautious’ diner regarding picking items from the menu, compared to the more 
‘enthusiastic’ diners, Malaysia and Singapore. Indonesia carefully selects NPM approaches, 
especially concerning the adoption of market-based principles through privatisation and the 
creation of arm’s-length public corporations. Nevertheless, some NPM features have been used 
to influence Indonesia’s public sector significantly. One example is the citizen charter, a 
frequently employed means of clarifying service delivery expectations and specifying 
standards (McCourt, 2005). In Indonesia, such charters are posted in the public areas of 
ministries or facilities. Other examples include items such as input-output control and 
evaluation, performance management and decentralisation. 
In addition to NPM, there has been the concept of good governance which has been advocated 
by regional and international organisations (World Bank, 2000). Good governance has been 
associated with government prioritising servicing society, but has expanded to include such 
items as transparency, accountability and participatory decision-making (Verschoor, 2002). 
Thus, since 1998, the eradication of corruption has been a major agenda in the reform 
movement in Indonesia. This was demonstrated in the enactment of several laws related to the 




clean government supported by public participation and social institutions are governance 
characteristics seen as necessary to support government efforts to make public sector 
management more effective, efficient and people-oriented. 
The next section explores the background and implementation of Bureaucracy Reform in 
Indonesia, but first provides a brief description on the current structure of Indonesian 
government as necessary context for the reforms.  
3.3.1. The structure of the Indonesian government 
The politics of Indonesia takes place in a framework of a presidential representative democratic 
republic with a multi-party system, and where the President is both head of state and head of 
government. The governmental system has been described as ‘presidential with parliamentary 
characteristics’ (Indrayana, 2008). The constitution provides a separation of executive, 
legislative and judiciary powers. Executive power is exercised by the government. The 
president and vice president are selected by vote of the citizens for five-year terms. The 
president appoints a cabinet of ministers who do not have to be elected members of the 
legislature. The legislative branch in Indonesia's political system is the People's Consultative 
Assembly, which is a bicameral parliament that consists of the Regional Representatives 
Council as the upper house and the People's Representative Council as the lower house 
(Indrayana, 2008). In the judiciary branch, the Supreme Court is the highest level (Indrayana, 
2008). These three branches of executive, legislative and judiciary powers comprise the central 
national government based in the capital city of Jakarta.  
The sub-national administrative levels of government include the province, regency/city, 
district, and village/urban community. Province, regency and city have their own elected local 




also been directly elected by citizens. The decentralisation era commenced in 2001 with radical 
laws transferring all major services to sub-national governments, especially those of the 
regency and city. Their areas of responsibility include public works, health, education and 
culture, agriculture, industry and trade, investment, environmental affairs, cooperatives and 
labour affairs (Rapp, et al., 2006). Foreign policy, armed forces, national police, system of law 
and monetary policy remain the domains of the national government. 
Decentralisation in Indonesia 
It is widely acknowledged that in 2001 Indonesia made a bold break from its centralised past 
and handed considerable authority and finance to locally elected officials (Rapp, et al., 2006). 
These changes have empowered the regional government, providing the discretion and means 
to pursue service delivery and development that are more attuned to local needs and 
preferences. The decentralisation reforms were aimed to increase the welfare of citizens, 
through better service, enhanced democratic life, faster economic growth, increased security 
and order, and harmonious relations between regions (Turner, et al., 2003). 
In terms of financing, decentralisation also transformed intergovernmental fiscal relations in 
the areas of shared taxes and revenues, general and special allocation grants, and regional 
borrowing (Mardiasmo, 2002). In general, fiscal decentralisation involves the transfer of funds 
to sub-national levels to finance local expenditure, especially public social expenditure in 
education and health. The funding and functions balance is assisted by efforts to maintain 
common standards for access to and quality of basic services across regions through Minimum 
Service Standards (MSS).  
Decentralisation in Indonesia has been successfully implemented in the sense of establishing 
new and different arrangements between the different levels of the state. There has been 




improved governance and service delivery. Some local governments have instituted 
innovations in governance and service delivery. Nonetheless, with increasing awareness of 
what democracy entails, populations and civil society are becoming more critical of local 
governments. Furthermore, there is evidence that longstanding habits of the Suharto’s regime, 
especially rent-seeking behaviours and corruption, have permeated local governments (Rapp, 
et al., 2006; Blunt, et al., 2012). It leaves a challenging task for Indonesia to overcome these 
issues to attain the desired amount and quality of public service delivery. Bureaucracy Reform 
has been another change initiative to achieve this policy objective.  
3.3.2. The background of Bureaucracy Reform 
The severe recession in the Indonesian economy during the AFC that occurred in 1997 to 1998 
triggered political and social unrest in Indonesia. This eventually forced a change of regime 
from centralised authoritarian to decentralised democratic. The wind of democracy brought 
changes in the life of the nation, particularly the establishment of a more empowered public 
sphere, which had been suppressed and alienated from the nation’s decision making during the 
authoritarian regime. This democratisation included a particular urgency to reform the 
Indonesian bureaucracy, which was still perceived as containing allies of the old regime and 
oriented to central control rather than public service.  
Government bureaucrats suffered much criticism during the change of national leadership in 
1998. They became the object of protest, particularly due to their alleged corrupt behaviour. In 
response to this increasing demand from the public for change, the parliament instructed the 
new government to rebuild the Indonesian bureaucracy to make it transparent, accountable, 
clean, and responsible to the people and to become the people and state’s servant and role 
model (Tjiptoherijanto, 2007). This pressure from the people was one of the main driving 




Another impetus for bureaucratic reform was international pressure, especially from the donor 
community. The involvement of the IMF started with the agreement of the first Letter of 
Intents (LOIs) at the end of October 1997 (Soesastro, et al., 2008).  These LOIs  resulted from 
Indonesia’s need to request an IMF’s bailout to save the economy and were mainly concerned 
with ensuring macroeconomic stabilisation, requiring both monetary and fiscal adjustments 
(IMF, 2000). The fiscal adjustment became the overarching framework for the commencement 
of bureaucratic reform in Indonesia due to its focus on achieving a healthy and sustainable 
fiscal position, which includes improving the efficiency of government finance (Soesastro, et 
al., 2008).  
Due to internal and external pressures, the new government launched institutional reform in 
central government institutions. It became known as Bureaucracy Reform and is regarded as 
one of the fastest and most comprehensive reforms ever seen in Indonesia’s public service 
(Kristiansen, et al., 2009). The reform started in the Ministry of Finance (MOF) asthe pilot 
project in central government. In the MOF, the reform focus was on the Directorate General of 
Taxes (DGT), as the largest and arguably most important unit in the ministry. This first wave 
of Bureaucracy Reform covered only selected institutions and was driven by the aim of 
implementing good governance. Up until 2009, the reform encompassed five areas of change, 
which were (1) organisational structure, (2) HRM policies and practices, (3) business 
processes, (4) regulations, and (5) organisational culture.  
At the beginning of his second presidential term of 2009-2014, President Yudhoyono stated 
that the implementation of the Bureaucracy Reform agenda in Indonesia was progressing too 
slowly and had not shown the results expected by the citizens and other stakeholders. 
Therefore, the President proclaimed the Bureaucracy Reform as the first priority out of eleven 




Bureaucracy Reform was regarded as an ambitious attempt to transform the bureaucracy into a 
world-class civil service by 2025. It is ambitious because of the problems afflicting the public 
sector and because of its size – 4.7 million employees. The problems include complex 
regulatory arrangements shared between central human resources agencies, a remuneration 
system comprising many allowances and few performance incentives, lack of a performance-
oriented culture, supply-driven training, weak discipline and management accountability rent-
seeking behaviours, weak whole-of-government performance management, strong patronage 
networks leading to corruption, and valuing loyalty over performance. 
In response to the prevailing conditions of the national bureaucracy, the government 
formulated, initiated and began the implementation of The Grand Design of Bureaucracy 
Reform. This comprehensive reform aimed to provide policy directions for the implementation 
of the 2010-2025 reform of public administration, so that the ministries/agencies and local 
governments would function effectively, efficiently and consistently, and be measured, 
integrated, institutionalised and sustainable. The chapter next discusses the initiation of this 
grand design and the outcomes so far, followed by the remaining challenges.  
3.3.3. The initiation of Bureaucracy Reform 
The current program of Bureaucracy Reform in Indonesia was initiated to achieve the goalsset 
out in Presidential Decree No. 81 of 2011, as follows: (1) to achieve good and clean 
governance, free from corruption, collusion and nepotism; (2) to improve the quality of public 
services, and (3) to enhance performance capacity and accountability of the bureaucracy. The 
reform is also aimed to improve professionalism in the public service through improved 
personnel recruitment, competency-based promotion, transparency, and encouraging the 




As stated in Decree No. 81 of 2011, the strategies of Bureaucracy Reform have two aspects, 
macro and micro. The macro aspect is the national regulation frameworks that consist of the 
Law on State Apparatus/Civil Service, the Law on Government Administration, and 
acceleration programs, such as the improvement of the state apparatus’ number of personnel, 
allocation and quality of staff, open recruitment and promotion, e-government, and officials’ 
personal wealth reports. On the micro side, there are programs and activities, conducted by 
ministries/agencies and local governments that cover eight areas of change in the bureaucracy, 
as follows: (1) organisation,(2) governance, (3) legislation, (4) human resource management, 
(5) supervision, (6) accountability, (7) public service, and (8) mindset and work culture. 
Bureaucracy Reform started as an initiative in selected institutions and was then expanded to 
the national level in 2008 (Kemenpan/RB, 2013). In 2004, Bureaucracy Reform was formally 
launched in the MOF as the pilot project. In 2007, the Supreme Audit Board and Supreme 
Court also commenced Bureaucracy Reform as pilot projects. In 2010, the Grand Design of 
Bureaucracy Reform was formulated to provide policy directions for the implementation of the 
2010-2025 nationwide Bureaucracy Reform, so that the reform in the ministries/agencies and 
local governments could proceed effectively and efficiently in an integrated and sustainable 
manner. By 2014, all ministries/agencies and local governments had the authority to initiate the 
bureaucratic reform activities in their organisations continuously and steadily. In 2015, the 
Bureaucracy Reform Roadmap for 2015-2019 was launched and focused on the development 
of the individual and organisational performance measurement system.  
This gradual reform strategy involved a centrally supervised agency-by-agency process rather 
than aiming for simultaneous changes across all government organisations. There is an obvious 
need to have clear and consistent strategic focus and share long-term vision across the public 




this major initiative and have provided some small-scale technical assistance, the national 
reform program has not had major injections of funds like those given to the earlier reforms in 
the three pilot agencies. Many things are still to be done by the government to achieve its 
reform vision. Outcomes and challenges of the ongoing Bureaucracy Reform are discussed in 
the next section.  
3.3.4. Outcomes and challenges of Bureaucracy Reform 
Bureaucracy Reform is one of the key priorities in National Mid-Term Development Plan 
2009-2014. The government set up the targets for reform, supported with key performance 
indicators. Client surveys and the Annual Public Service Integrity Survey carried out by the 
Corruption Eradication Commission (2010–2012) have confirmed that Bureaucracy Reform 
has had a positive impact in the Ministry of Finance, in particular in the units that serve the 
public directly through their field offices in the areas of treasury, customs and taxes (KPK, 
2012). Another survey which was undertaken by the Ministry of Administrative and 
Bureaucracy Reform, covering more than 4,000 Jakarta-based civil servants, found that 
personnel from ministries/agencies that had gone through the reform process were likely to 
agree that their colleagues performed better than before (Kemenpan/RB, 2013). Additionally, 
promotion and regulatory decisions were significantly less likely to be the products of 
favouritism. The reform ministries/agencies were also perceived to be more able to identify 
best candidates for the job and recruit high quality staff more easily. 
Despite promising results, the performance on the target achievement progress showed that 
more effort was needed for targets, such as improved Corruption Perception Index, the 
percentage of local governments with Unqualified Opinion of their Financial Reports, average 




Index, the Government Effectiveness Index, and the percentage of Districts among the local 
governments that are accountable (Bappenas, 2013).The government thus moved on to devise 
strategies and techniques that can be adopted to reduce the risks of reform failure. Some of 
these have emerged from the evaluation instruments while others can be drawn from the vast 
literature of organisation studies. 
Challenges remain due to the obsolete national regulatory frameworks and policies for reforms 
which do not cope with the fast changing environment. There is also a lack of commitment 
from all levels of civil service to implement the reform, low capacity to implement reforms, 
limited funding to sustain ongoing reform, and limited technical assistance on the ground 
(Kemenpan/RB, 2013).One of the leading challenges is to maintain support and legitimacy 
from all stakeholders in order to build trust, preserve dynamic capabilities for the changing 
environment, and to provide public value.  
To sum up, Indonesia’s civil service reform had made a bright start in the pilot organisations, 
but the momentum slowed as the government tried to extend early success across the whole 
public service. There has been strong political support from the highest level of central 
government, but this has yet to be transformed into solid commitment at all levels of 
employees. This study examined commitment to change in one of the largest public 
organisations in Indonesia, DGT, which was also one of the pioneer organisations in the 
Bureaucracy Reform. The next section discusses DGT organisation and the tax administrative 
reform.  
3.4. TAX ADMINISTRATIVE REFORM IN INDONESIA 
A well-functioning tax administration is fundamental in providing services for citizens, and 




management, an efficient and effective civil service and administrative policy, efficient and 
fair collection of taxes, and transparent government operations that are relatively free of 
corruption all contribute to good delivery of public services. Tax administration has been one 
area where NPM reforms have had a more positive impact in developing countries as 
compared to HRM reforms. With enhanced tax capacity, state accountability and the quality of 
governance increase with taxpaying citizens holding the necessary leverage to make political 
demands for service improvement. Better democratic representation and state accountability in 
turn are perceived as keys for poverty reduction and sustainable development. In other words, 
improvements in tax administration can be the catalyst for broader improvements in state 
administrative capacity, government performance, and broad-based socio-economic 
development (Prichard and Leonard, 2010). 
In the case of Indonesia, during the early independence era, tax administration was managed by 
an institution, named Djawatan Padjak. This institution experienced some institutional changes 
throughout the years and the title of the institution was altered several times. Currently, tax 
administration is executed by DGT. DGT has the main duties of formulating and implementing 
policies and standards in taxation. To undertake these duties, DGT has to perform several 
functions, namely preparing tax policy formulation for the MOF, implementing tax policies, 
preparing standards, procedures, and criteria in the taxation area, providing technical guidance 
and evaluation in the taxation area, and performing tax administration. In the next sections, tax 
administration and its reform are discussed further, beginning with an introduction to DGT. 
3.4.1. The DGT in brief 
DGT is a unit under the coordination of the MOF. In the Indonesian central government there 




general as assisting units, the inspectorates general as the controlling units and the directorates 
general as the implementing units (Rohdewohld, 1995). In addition to these units, there are also 
boards which are the units to execute tasks of the ministries or to support other implementing 
units. In these units, high-level officers are appointed to be experts to provide support and 
inputs to the ministers. The MOF’s organisational structure is presented in Figure 3.1. 
Figure 3.1. 
Ministry of Finance’s Organisational Structure 
 
From Figure 3.1, we can observe that the MOF exercises authority over both revenue 
administration and government spending. State revenue is handled by DGT and the Directorate 
General of Customs and Excise, while government spending is supervised by the Directorate 
General of Treasury. DGT manages both tax policy (which involves analysis of the tax system 
and drafting tax legislation) and tax administration (which involves implementing tax laws) 
since they are inextricably linked. From Figure 3.1, it is apparent that DGT is a part of 




same civil service framework in particular areas such as HRM policies, organisational changes, 
and flexibility to invest in information and communication technology.    
DGT has regional offices in addition to its headquarters in Jakarta, the national capital. The 
organisational setup involves a three-tier structure: headquarters, regional offices, and district 
offices, which are found across the entire country. The headquarters consists of one secretariat 
of DGT, thirteen directorates, and four senior advisors. There are 31 regional offices and 331 
district offices (DGT, 2007). To deliver tax services, tax information dissemination, and 
consultation with taxpayers/communities in remote areas, DGT has also established 207 tax 
service, dissemination and consultation offices. In addition to those, DGT also has five 
technical implementation units that manage data processing and the complaints centre (DGT, 
2013).  
The total number of DGT employees is 32,273 that consist of 27,697 employees in structural 
positions and 4,576 in functional positions (DGT, 2013). According to the law that regulates 
the state apparatus, a structural position is defined as one that demonstrates the tasks, 
responsibilities, authorities and rights of a government employee in managing a unit of 
government organisation. Structural positions are clearly defined for different levels in the 
government organisational structure. The highest level is Echelon 1, which is the Director 
General, and the lowest level of management is Echelon 4 as illustrated in Figure 3.2. An 
officer who is in the Echelon 1 level is responsible to the minister or the head of a government 
agency and has the authority to manage several officers in Echelon 2 level, and so on. An 
officer in the Echelon 4 is responsible to an Echelon 3 officer and has the authority to manage 




















There are also non-echelon positions, such as tax objection reviewer, account representative, 
tax bailiff and staff on educational assignments. A functional position is one that demonstrates 
the tasks, responsibilities, authorities and rights of a government employee of a unit of an 
organisation in conducting the job based on specific skills and expertise and in an independent 
manner. The positions include appraiser, computer administrator and tax auditors. The number 
of tax auditors in 2013 was 4,234. The proportion of tax auditors in the total number of 
employees is 13%. This is well below the international benchmark of 30% (Mendel and 
Bevacqua, 2010).  
The extensive office structure of DGT makes it one of the largest public sector organisations in 
Indonesia. In 2013, it managed around 28 million taxpayers comprised of approximately 25.1 
million individual taxpayers, 2.3 million corporate taxpayers, and 600,000 treasurers. There are 
around 3 million additional taxpayers registered every year. The growing numbers of taxpayers 
does not entail a proportional rise in the number of DGT employees who actually assess 
taxpayers’ compliance. The international benchmark considers that there should be a balance 
between the number of tax auditors as compared to the number of taxpayers. In a study by 
Mendel and Bevacqua (2010), the recommended ratio of registered taxpayers per tax auditor is 
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411: 1, or one auditor for every 411 taxpayers. Looking at the DGT statistics for 2013, the ratio 
is 6,614:1, or one auditor for every 6,614 taxpayers. Such a ratio hampers DGT’s efforts to 
increase taxpayers’ compliance.  
In addition to the large organisational structure, number of employees and taxpayers 
administered, DGT’s high importance is also about its role in collecting taxes for financing the 
government’s operations. There are two types of taxes in Indonesia based on the levels of 
governments collecting them. The first type is central taxes, managed by the central 
government. The second type is local taxes, administered by local governments. DGT, as a unit 
in the central government, is in charge of collecting central taxes, which include income tax, 
value added tax and stamp duty. In the latest State Budget of 2015, DGT is responsible for 
collecting 1.489,3 billion rupiahs, which is around 84% of the total state revenue. Therefore, 
DGT has a crucial mission to render excellent service to achieve self-sufficiency in financing 
national developments.  
In order for DGT to collect the targeted tax amounts and to effectively administer its complex 
responsibilities, there is an urgent need for DGT to enhance its organisational capacity. The 
organisational structure and the number of employees are considered to be no longer sufficient 
to optimally support DGT’s tasks and responsibilities. The ratio of the number of taxpayers to 
the employees who perform supervision functions is deemed unbalanced and far from 
compliance with the suggested international norm. In addition, the wide span of control and 
high level of centralisation have resulted in less effective decision-making and task settlement. 






3.4.2. The context for the tax administrative reform  
Indonesia’s tax administrative reform strategies emerged in the early 2000s against the 
backcloth of the AFC. According to Brondolo, et al. (2008), there are three factors that have 
significant roles in shaping tax administration reforms in Indonesia: the macro-fiscal situation, 
the structure of the tax regime, and the weak state of the DGT’s operations. 
Macro-fiscal situation 
The 1997 AFC placed Indonesia in deep economic recession, as the GDP contracted by 13 
percent, the Rupiah depreciated by about 80 percent and inflation rocketed to about 70 percent 
per annum (Brondolo, et al., 2008). The impact of the crisis on Indonesia seemed to be the 
strongest and most lasting among the other Asian countries affected (Stern, 2003). To 
overcome the crisis and return to economic stability and growth, the Indonesian authorities 
formulated an economic reform program in 2000 which was supported by IMF financial and 
technical assistance. With oil production projected to decline, increasing the resilience of tax 
revenue became a key element in the reform program. The government called upon the DGT to 
identify specific administrative measures for increasing tax collections (MOF, 2010). As a 
result, the DGT’s reform strategy was formulated and eventually broadened to include 
measures aimed at simplifying the compliance requirements of the tax system, promoting 
integrity among tax officers, accelerating refunds to taxpayers and a number of other 
investment-enhancing initiatives. 
The structure of the tax regime  
In 2000, the overall design of the tax system was generally regarded as sound, but its yield was 
low and the tax laws included a number of features that unnecessarily complicated 
administration (Brondolo, et al., 2008). The ratio of tax revenue to GDP in Indonesia 




among countries in the region (IMF, 2010).Indonesia’s low tax ratio reflected several 
weaknesses, including the narrowness of major tax bases and a high rate of non-compliance 
among taxpayers. The tax laws included a number of provisions that presented difficulties for 
taxpayers to comply with and for the DGT to enforce. Correcting these weaknesses would be 
essential to mobilising the revenue to guarantee Indonesia’s fiscal stability. Tax simplification, 
therefore, offered significant advantages for taxpayers and the DGT alike, and would become a 
key element in Indonesia’s tax administrative reform strategy. 
The weak state of the DGT’s operations 
Although formal policies and regulations were regarded as sound, but their actual 
implementation was weighed down by many weaknesses. Poor legal and governance 
frameworks, shortcomings in organisational and staffing arrangements, ineffective taxpayer 
services and enforcement programs, and obsolete information and communication technology 
(ICT) systems combined to severely reduce the DGT’s effectiveness and efficiency in 
collecting taxes. These weaknesses resulted in large amounts of lost tax potential due to non-
compliance by taxpayers and also raised the cost of doing business in Indonesia. Addressing 
these problems would become central to the DGT’s reform strategy.  
The constellation of problems brought tax administration reform into sharp focus beginning in 
late 2001.In an agreement dated 13 December 2001 between the Indonesian government and 
the IMF, a plan was proposed to undertake initiatives to strengthen the Indonesian tax 
administration (MOF, 2010). The wider Bureaucracy Reform was officially launched in 
2004,but partial reforms were started earlier in the MOF and included the tax administration 
reform in 2002. The tax administration reform was then boosted to a prominent position in 




3.4.3. The dimensions of the tax administrative reform  
Starting from 2002, DGT implemented a number of activities under its reform agenda. The 
objectives of the reform were to increase taxpayer compliance, to enhance public trust in tax 
administration, and to improve the productivity of tax administration (MOF, 2003). The reform 
can be classified into four dimensions: organisational restructuring, HRM development, 
business process improvement with ICT support, and good governance implementation (DGT, 
2007). The following sections outline key activities in each of these reform dimensions for 
Indonesia’s tax administration.  
Organisational restructuring 
One of the most striking changes in the reform program has been the change in organisational 
structure from a tax-based organisation structure to a functional-based one (DGT, 2007). The 
function-based structure is characterised by grouping the staff according to essential tax 
administration functions, such as taxpayers’ service, audit, collections, objection and appeals. 
This form of organisational structure was aimed to bring high productivity due to specialisation 
in specific fields. Another change was the merger of three existing types of operational offices, 
namely the Tax Service Office, the Land and Building Tax Office, and the Tax Audit and 
Investigation Office, into one office. Further, the field offices were segmented into three types: 
Large Taxpayers Office (LTO), Medium Taxpayers Office (MTO) and Small Taxpayers Office 
(STO), depending on the size of the taxpayers’ payments. The organisation restructuring took 
place not only at the operational level but also at the head office. The new functional-based 
organisational structure of the DGT Head Office featured the establishment of three dedicated 
units to manage development and transformation in the areas of organisation, human resources, 
and ICT. The organisational restructuring in DGT has always being evaluated during the 




Human resources management development 
In HRM, several steps and measures were taken to increase the capacity of the DGT’s human 
resources. They included new procedures for appointing staff, the provision of special 
allowances, and managerial and technical training for new and existing tax officers (Rizal, 
2011). Further, priority was to be given to developing a new job classification scheme (that 
would rank jobs on the basis of the complexity of work, overall responsibilities, and the 
specific skills and competencies required); new compensation and promotion policies (that 
would set salaries at appropriate levels and base raises/promotions on staff members’ level of 
performance); training and reallocation of employees to strengthen tax audit capacity; and an 
improved staff appraisal regime (that would cascade the organisation’s performance measures 
down to individual tax officers) (DGT, 2007). At present, DGT is still at an early stage in 
reforming its HRM. DGT’s existing HRM regime, which is based on the national standard civil 
service system, is seen as poorly suited for creating a skilled workforce, motivating the 
employees and establishing accountability for results. For this reason, greater flexibility over 
HRM policies is crucial for providing the DGT with the HRM capacities needed to transform 
DGT into a high-performance revenue collection agency. 
Business process improvement with ICT support 
Simplification of procedures and e-government initiatives are important features in DGT’s 
business process and ICT enhancement. The purposes are to increase efficiency and 
effectiveness, reduce the taxpayers’ compliance cost, and to attain greater transparency and 
accountability. Standard Operating Procedures (SOP) were formulated and documented to give 
certainty and standards in the conduct of each task. The work methods, systems and procedures 
were created to be faster, easier and more accurate (MOF, 2010). ICT was extensively utilised 




the development of software and facilities for the public to register as taxpayers through e-
registration, for taxpayers to file tax returns through e-filing, and to pay tax through e-payment 
(DGT, 2007). 
Good governance implementation 
One of the most important elements in the DGT’s reform was the introduction of the Code of 
Ethics (MOF, 2010). It consists of guidelines of acceptable and unacceptable behaviours, and 
duties and prohibitions for employees. It aims to stimulate integrity and prevent misconduct 
among the DGT employees. Another significant achievement is the establishment of two 
special unitsdedicated to manage issues of governance (MOF, 2010). These units conduct 
internal controls that are preventive and reactive. Preventive internal control means any 
activities related to increasing employees’ awareness of the Code of Ethics and other 
disciplinary regulations through internalisation, survey and internal compliance monitoring, 
while reactive internal control concerns the activities related to misconduct and corruption 
through internal audit and investigation (DGT, 2007). The implementation of risk management 
has become the latest feature in the reform. It includes the identification, mapping, control and 
mitigation of risks in all functions at every level of activity. DGT also introduced quality 
control measures in some technical functions, like service, tax audit and investigation.  
3.4.4. Initial observations on the impact of the tax administrative reform 
With tax administrative reform still ongoing, it is too early for conclusive evaluation. However, 
it is possible to make some initial observations about the impact of the reform on DGT’s 
performance. The analysis of the current reform results is based on the three objectives of 
DGT’s administrative reform, which are to achieve high taxpayer compliance, high public trust 




A useful measure of compliance is the compliance ratio, which is the comparison between total 
annual income tax returns filed in one fiscal year and taxpayers obliged to file annual income 
tax returns at the beginning of the year. This is calculated both for individual and corporate 
taxpayers’ tax return submissions. There has been a dramatic increase in the figure from 35.0% 
in 2003 to 60.86% in 2013 (DGT, 2013). Another indicator is the number of registered 
taxpayers. In 2003, the number of registered taxpayers was 3,294,420, which consisted of 
2,327,618 individual taxpayers and 966.802 corporate taxpayers. In 2013, the number had 
increased to 28,002,205 registered taxpayers comprised of 25,673,696 individual taxpayers and 
2,328,509 corporate taxpayers. The success shown by these two indicators can be regarded as a 
result of DGT strategies, including procedures and forms simplification, tax awareness 
campaigns and tax service development. 
As a measure of the success of efforts to increase public trust, the Corruption Perception Index 
(CPI) provided by Transparency International showed an improvement in the score for 
Indonesia from 2.3in 2007 to 2.6 in 2008. This international organisation specifically remarked 
that the bold reform in the tax administration had bolstered the perception that corruption is 
being addressed more aggressively (Transparency International, 2008). At the national level, in 
the Corruption Eradication Commission’s 2010 report, DGT gained the fourth rank in the anti-
corruption table among 183 units in 18 ministries/agencies. From these results, the government 
asserted that the application of the Code of Ethics in the DGT was well-implemented through 
policies, communications, risk management, monitoring and evaluation (KPK, 2012). One of 
the recent highest achievements was at the Indonesia Brand Champion Award 2013, where 
DGT obtained the bronze title in “The Most Trusted Public Institution” for ministerial 




For the productivity measurement, the most significant indicators are actual realisation of non 
oil and gas tax revenue and tax ratio, i.e. actual revenues as a percentage of GDP. Tax revenue 
performance demonstrates an increase from 249 trillion rupiahs and a tax ratio of 11.80 in 2003 
(Heenan, et al., 2011) to 832 trillion rupiahs and a tax ratio of 12.90 in 2013 (DGT, 2013). Tax 
revenue achievements include the delivery of an easier, more affordable, and faster taxpayer’s 
service, law enforcement through collection of data and information, and data exchange 
through partnerships with other institutions. However, from the tax ratio figures, we can 
acknowledge a longstanding problem as the Indonesian tax ratio is still relatively low 
compared to the neighbouring countries (World Bank, 2013). DGT has put some effort to 
increasing the tax ratio, including collecting taxes from e-commerce businesses, foreign 
exchange transactions and capital gains, and also pursuing the tax evasion perpetrated 
transnationally.  
3.5. SUMMARY 
This chapter provided an overview of tax administrative reform in the DGT under the 
framework of the Indonesian Bureaucracy Reform. To put tax administrative reform in a 
broader context of what was happening globally, the chapter began with a discussion of the 
longstanding interest in public sector reform at the international level. The drivers of public 
sector reform in Indonesia were then identified and included the financial crisis, political 
changes, public demand for better bureaucracy, and international donor pressure. This was 
followed by a brief description of the structure of the central and local government, paying 
particular attention to decentralisation and civil service reform (officially known as 
‘Bureaucracy Reform’). The discussion then shifted to a description of tax administration 
reform as a part of the Bureaucracy Reform. The chapter concluded with some initial 




government prioritised tax administration reform and is anxious to preserve its momentum. 
This comprehensive reform requires a long-term time horizon in order to successfully change 





























This chapter sets out the methodological framework of this study and describes both 
quantitative and qualitative approaches applied in the study. A quantitative approach is 
adopted because the research aims to test theory by examining the relationships between 
selected variables (Bryman, 2008; Nachmias and Nachmias, 2008). A qualitative 
methodology is also employed as the study explores sense-making by participants 
regarding a particular matter, to uncover information and to explore silent voices (Creswell, 
2009).  
This chapter is comprised of four main sections. The first section integrates the current 
research approach that explains the definition and characteristics of the mixed-methods 
approach, the rationale for the choice of the mixed-methods approach, and the explanatory 
design for this study. The other sections discuss three distinct phases of the study: (1) the 
quantitative research, (2) the qualitative research, and (3) integrating the findings of the 
quantitative and qualitative research. The limitations of the study are also discussed in this 
chapter. The chapter concludes with a brief summary of the key methodological issues in 
this study. 
4.2.RESEARCH APPROACH 
There are three fundamental differences between quantitative and qualitative research 
strategies, which are the principal orientation of the role of theory in relation to research, 




According to Gray (2004), the principal orientation of the role of theory consists of 
inductive discovery (induction) and deductive proof (deduction). Deduction begins with a 
general view of a situation and works back to the particulars; in contrast, induction shifts 
from fragmentary details to a connected view of a situation. 
Principal orientation of the role of theory 
To examine the principal orientation of the role of theory, the researcher describes the 
research steps taken in this study as recommended by Gray (2004). This study started by 
identifying the topic of commitment to organisational change displayed by the Indonesian 
tax administration’s employees. The study then selected a set of theories most appropriate 
to the subject under investigation. The next step was to produce a hypothesis, a testable 
proposition about the relationship between two or more concepts. The study then defined 
and stated how commitment to change could be measured. The observable factors were 
compared with the theory. The last stage was to examine the outcomes. The statistical 
analysis revealed whether the intended outcomes had been reached. Based on the steps 
taken by the researcher, the principal orientation to the role of theory in relation to research 
is therefore deductive (Gray, 2004). Theory and the hypotheses deduced from it come first 
and drive the process of gathering data. Formal propositions, quantifiable measures of 
variables, hypothesis testing, and the drawing of inferences about the phenomenon from the 
sample to a stated population are thus evident in this research.  
Epistemological orientation 
After determining the principal orientation, Crotty (1998) suggests the need to analyse the 
epistemology. Epistemology supplies a philosophical background for deciding what kinds 
of knowledge are legitimate and adequate. There are three positions in epistemology, i.e. 




for this study is objectivism, since an objective reality exists independently of 
consciousness. This study specifically investigates the Indonesian tax employees’ 
perception of their workplace climate, their commitment to organisational change and their 
behavioural support for change. Thus, the research is about discovering this objective truth, 
without involving the researcher’s values and feelings. 
Ontological orientation 
Subsequent to epistemology, the ontological orientation is analysed. Ontology basically is a 
study of the nature of existence (Gray, 2004). Since there is a clear theoretical focus for the 
current research, positivism is the dominant paradigm in this study. Positivism explains 
how and why things happen through instruments such as measurement and statistical logic 
(Crotty, 1998). Inquiry is made based upon scientific observation (as opposed to 
philosophical speculation), and therefore on empirical inquiry. This is manifested through 
the application of a conceptual model which utilises measures of the organisational climate, 
commitment to change and behavioural support for change. The results of the statistical 
logic are followed by empirical interviews with key selected informants. 
Based on the characteristics of the research strategies which were deductive, objectivism 
and positivism, a quantitative research strategy became the major part of this study. The 
researcher also used qualitative forms of data to verify the results of quantitative data 
analysis. This research study was therefore based on a quantitatively driven design with 
qualitative data added to supplement the quantitative study to gain added value and deeper 
and more complex answers to research questions (Johnson, et al., 2007). Thus, a mixed-
methods approach was utilised since this involves a powerful combination of the 
measurement, generalisable samples, experimental control, and statistical tools of a 




world contexts of a qualitative study (Miles and Huberman, 1994). The following sections 
discuss the characteristics of the mixed-methods approach, the rationale for the choice of 
the approach and the explanatory design. 
4.2.1. Definition and characteristics of the mixed-methods approach 
 
The mixed-methods approach is increasingly being utilised in research practice. Richards et 
al. (2012) point out the abundance of theories regarding the mixed-methods research 
designs in the literature, but advise researchers to refer to those proposed by Creswell and 
Plano-Clark (2011) for their clarity and practicality. Mixed-methods research is defined as 
follows:  
Mixed-methods research is a research design with 
philosophical assumptions as well as methods of inquiry. As a 
methodology, it involves philosophical assumptions that guide 
the direction of the collection and analysis of data and the 
mixture of qualitative and quantitative approaches in many 
phases in the research process. As a method, it focuses on 
collecting, analysing, and mixing both quantitative and 
qualitative data in a single study or series of studies. (Creswell 
and Plano-Clark, 2011, p.5). 
The central premise of mixed-methods research is that the use of quantitative and 
qualitative approaches in combination provides a better understanding of research problems 
than either approach alone. It is an intellectual and practical synthesis based on qualitative 
and quantitative research. It recognises the strengths of traditional quantitative and 
qualitative research and offers a powerful third paradigm choice that often leads to the most 
informative, complete, balanced and useful research results (Johnson, et al. 2007).  
According to Creswell and Plano-Clark (2011), a study is a mixed-methods study when it 
makes appropriate use of its quantitative and qualitative aspects, which include timing, 




analysis of the data in a study. It could either be sequential or concurrent. Weighting refers 
to giving priority to the two different types of data in the study which are quantitative and 
qualitative. Lastly, mixing involves correlating data in a way that quantitative and 
qualitative data and results are connected during the research process. It can occur at 
different stages in the study: during the data collection, data analysis, or at the time of 
results interpretation. Decisions about all these aspects depend on the main focus of the 
study, the research design, and the strategies for data collection (Creswell and Plano-Clark, 
2011).  
It is recognised that the mixed-methods approach provides a bridge between the qualitative 
and quantitative paradigms due to its logical and intuitive appeal. Thus, this study makes a 
rational choice to follow a mixed-methods approach that involves collecting, analysing and 
integrating both quantitative and qualitative data. 
4.2.2. Rationale for the choice of the mixed-methods approach 
Prior to discussing the rationale for combining quantitative and qualitative methods, it is 
important to compare the benefits of qualitative and quantitative research methods in social 
science. Quantitative research methods are about explaining phenomena by collecting 
numerical data that are measured and analysed using mathematically based approaches 
(Aliaga and Gunderson, 2000). The method is valuable to test theories or hypotheses, look 
at relationships between variables, establish cause and effect in highly controlled 
circumstances, quantify opinions, attitudes and behaviours, find out how the whole 
population feels about a certain issue, and generalise a finding (Johnson and Christensen, 
2008). Quantitative methods are considered more reliable and objective, because scientific 




researcher can objectively study the physical world by developing reliable measurement 
instruments (Muijs, 2011). 
Contrary to the quantitative method, qualitative research methods are usually concerned 
with how people make sense of the real world and how participants experience events from 
their perspectives (Willig, 2001). The data are based on the participants’ own categories of 
meaning, the approach is especially responsive to local situations and stakeholders’ needs, 
and the words and categories of participants are used to explore how and why phenomena 
occur (Johnson and Christensen, 2008). Qualitative method also allows a degree of 
flexibility in the conduct of the studies and facilitates the examination of sensitive or 
difficult topics if a relationship of trust develops between the researcher and the human 
objects of the research (Griffin, 2004). 
Looking at the strengths of both quantitative and qualitative methods, scholars also 
acknowledge some noticeable weaknesses. Lewis-Beck et al. (2004) state that the 
conclusions drawn from the quantitative research findings are too restrictive, may not tell 
the story the way it should be told, and may contain statistical fallacies especially in 
regression studies of the relationships between variables. Additionally, the quantitative 
approach can be perceived as too abstract, remote and impersonal to deeply comprehend 
and explore the complex social world (Pierce, 2008). On the other hand, Pierce (2008) 
raises several criticisms of qualitative studies. For instance, qualitative studies may lack the 
intellectual and operational rigour of the quantitative approach so that the data and findings 
may be highly unreliable and biased since the researcher is influenced by participating with 
the subjects. Moreover, misinterpretation is possible as the researcher is unable to show 




The quantitative and qualitative approaches are combined in the mixed-methods approach 
to develop strengths that offset the weaknesses of both quantitative and qualitative research 
(Creswell and Plano-Clark, 2011). By conducting both quantitative and qualitative 
research, the researcher can obtain richer data and manage to overcome the weaknesses of 
using one single method while the methods can validate each other (Onwuegbuzie and 
Johnson, 2006). Fielding (2010) asserts that mixed-methods research is not a research 
technique but an approach that is designed to ensure a full exploration and an adequate 
understanding of social phenomena. He further argues that mixed-methods research is 
increasingly relevant in understanding the complex effects of policy interventions in 
government. There is also a potential to combine the two approaches in order to provide a 
powerful resource to clarify a policy or practice and to gain better understanding of 
phenomena than if just one method had been used (Ritchie et al., 2013). 
In this research, the mixed-methods approach is applied by obtaining statistical, 
quantitative data from surveying a sample of employees in the Head Office and field 
offices in different regions of Directorate General of Taxes (DGT), and then following-up 
with semi-structured interviews of purposefully selected individuals to explore and validate 
the quantitative results. The combination of the approaches enables complementarity and 
development, whereas the qualitative results provide enhancements, clarifications and 
explanations whenever there are some unexpected results from the quantitative approach 
(Greene, et al., 1989). 
Limitations of the mixed-methods study include potentially long time requirements and 
large resources to collect and analyse both quantitative and qualitative types of data. In this 
research, these possible problems have been managed. Being an employee of DGT for 




with the culture of the research context and could make use of his position as an officer in 
the DGT Head Office to gain necessary access and required resources for obtaining both 
quantitative and qualitative data from respondents. 
Considering the strengths and weaknesses, it is clearly worthwhile to apply mixed-methods 
approach in the present study. It is expected that through the application of mixed-methods 
approach, the link between commitment to change, organisational climate and behavioural 
support for change will be clearly understood, not only from the quantitative perspective 
but also from the qualitative point of view. 
4.2.3. Sequential application of explanatory mixed-methods research   
Creswell and Plano-Clark (2011) assert that there are four mixed-methods designs as 
follows: triangulation, embedded, explanatory, and exploratory. Among these four designs, 
the study is intended to apply explanatory design. This particular design requires two-phase 
sequential procedures, with the quantitative study executed first, and the qualitative one 
following in order to throw light on or to build on the quantitative results (Creswell, 2009). 
Normally, the quantitative data are awarded greater weight.  
As previously discussed (see 4.2 Research Approach), quantitative research strategy is the 
major part of this study. The research study is a quantitatively driven design with 
qualitative data added to supplement the quantitative study by providing added value 
through deeper and more complex answers to research questions (Ivankova et al., 2006). 
There are two distinct phases: quantitative followed by qualitative. Therefore, the 
explanatory design works best for this study because there is already a hypothesis as to why 
something is happening.  
Explanatory research is usually performed in relation to studying social phenomena 




between the causes and results of the evidence (Creswell, 2009). Thus, it is conducted to 
explain any behaviour in a business or government context. In this study, it was done 
through using questionnaires and interviews. The primary goal is therefore to understand 
the nature or mechanisms of the relationship between the independent and dependent 
variables. 
The study’s two-phase sequential timing for collecting and analysing the data is effective to 
achieve the purpose of obtaining information about the relationship between the causes and 
effects. The sequential explanatory mixed-methods design consists of two distinct phases: 
quantitative followed by qualitative (Creswell, 2009). In this design, a researcher first 
collects and analyses the quantitative (numeric) data. The qualitative (text) data are 
collected and analysed second in sequence and are used to help explain or elaborate on the 
quantitative results. According to Ivankova, et al. (2006), the rationale for this approach is 
that the quantitative data and their subsequent analysis provide a general understanding of 
the research problem. The qualitative data and their analysis refine and explain those 
statistical results by exploring participants’ views in more depth. Morse (1991) argues that 
this design can be especially useful when unexpected results arise from a quantitative 
study.  
The advantage of applying sequential explanatory mixed-methods approach for this 
research is that it allows for a deeper exploration of commitment as it is experienced by a 
group of Indonesian tax employees and the opportunity to explore this from key 
informants’ perspectives within the organisation. Sequential explanatory mixed-methods 
approach enables a comprehension of new issues emerging from the development of 
organisational commitment in the Indonesian context due to the utilisation of reliable data. 




practices in tax administration. The following section discusses the details of the 
quantitative approach and will be followed by the discussion of the qualitative research 
method. 
4.3. QUANTITATIVE RESEARCH METHOD 
Taking a pragmatic approach to research methods suggested by Muijs (2011), the 
researcher decided to use quantitative methods since the study employed the types of 
research question that are best answered by using quantitative research methods. The first 
type of research question is that which demands phenomena explanation, such as “what 
factors predict the three-components of commitment to change and how they influence 
them” and “what components of commitment to change influence the behaviours to support 
the change and how they influence them”. These types of question have been studied 
successfully using quantitative methods, and various statistical techniques have been 
developed that allow us to predict scores on one variable (e.g. commitment to change) from 
scores on another variable (e.g. organisational climate). There is a process of quantification 
which is an act of measuring that maps human perceptions and experiences into some set of 
numbers through the collection of data from empirical observation followed by the use of 
statistical techniques such as regression analysis to draw conclusions from the data. 
The second type of questions is related to the testing of hypotheses. The study’s aim is to 
explain the nature of relationships between organisational climate, commitment to change 
and behavioural support for change. The study examines the theory and develops the 
hypothesis that commitment to organisational change mediates the relationship between 
organisational climate and behavioural support for change. Using quantitative research, the 




study. The section presents this quantitative research method and includes information on 
the population of the study, response rate, unit of analysis, measurements, research 
instrument, data collection and data analysis.  
4.3.1. Population and sample of the study 
In this study, the data were collected from the population consisting of employees of the 
Directorate General of Taxes (DGT) of the Republic of Indonesia. The rationale for 
collection of data in a single country context is to eliminate the macro-environmental 
diversity among countries, since the use of homogenous environment is expected to 
facilitate the control of possible impacts from external variables (Saleh, 2006; Bianchi and 
Saleh, 2010). The reasons for selecting Indonesia as a context are as follows: (1) the 
researcher himself is a native Indonesian, (2) as an employee of the DGT, the researcher 
has good access to Indonesian data sources, and (3) the study provides developing country 
data for increasing generalisability.  
Indonesia has the largest economy in Southeast Asia and is an important emerging market 
economy. It is the sixteenth largest economy in the world by nominal Gross Domestic 
Product (ADB, 2014). Being a middle income country, Indonesia is challenged to shift 
from a pattern of growth that is driven by resources and dependent on cheap labour and 
capital, to a growth process based on high productivity and innovation (ADB, 2014). 
Improving economic equality and connectivity across Indonesia, developing the 








The population for this study is 32,273 that is the total number of employees in DGT 
according to Sistem Informasi Kepegawaian, Keuangan dan Aktiva (SIKKA), which is a 
personnel database in the organisation. This is actually the target population which is the 
aggregate of staff in the collection of organisational units for which the survey is 
conducted. The target population consists of current active employees of the DGT, both 
from structural and functional positions. The definitions of these types of position have 
been presented in Chapter Three (see 3.4.1 The DGT in brief). 
The survey respondents were identified based on stratified random sampling. The 
justification for this sampling method is that since the subpopulations within an overall 
population vary, it is advantageous to sample each subpopulation (level) independently. 
Stratification is the process of dividing members of the population into homogeneous 
subgroups before sampling. According to Groves (2004), there are several potential 
benefits to stratified sampling. First, dividing the population into distinct independent 
levels enables the researcher to draw inferences about specific subgroups that might be lost 
in a more generalised random sample. Second, utilising a stratified sampling method leads 
to more efficient statistical estimates (provided that levels are selected based upon 
relevance to the criterion in question, instead of availability of the samples).  
Sampling frame and sample size 
Sampling frame is defined as any material or device used to obtain observational access to 
predetermined populations of interest (Sarndal, et al., 2003). In determining the sampling 
frame, the researcher developed a list of sampling units from which the sample was then 
selected. This sample frame was developed based on the data available in SIKKA, an 




Since the researcher must rely upon a sampling frame to represent all of the elements of the 
population of interest (Currivan, 2003), the development of sampling frame created two 
groups of respondents based on their work location. According to Vidyattama and 
Resosudarmo (2006), there are disparities in Indonesia between (a) Jakarta the capital city 
and regions located in Java Island on one side and (b) other regions outside of Java. Thus, 
the researcher developed two sets of data as the sampling frame for this study to represent 
the sample population.  
The first set of data was from employees working in selected units in the Head Office 
located in the capital city of Jakarta within Java Island (the most populated island in 
Indonesia). These units engage heavily with tax administrative reform and organisational 
change. The employees of these units are assumed to have better understanding of the 
ongoing reform concept and greater interaction with the change projects. The second set of 
data was from employees working in selected field offices as vertical units under regional 
offices representing main islands outside Jakarta. Accordingly, the sampling frame was 
DGT head office’s work units/divisions located in Jakarta for the first survey and DGT 
field offices located outside Jakarta for the second survey. The DGT employees who were 
in the sampling frame were considered equally competent to become respondents for this 
study since this study does not require the respondents to have technical or managerial 
expertise. The study investigates individual perception of employees’ workplace climate, 
their commitment to change and their behavioural support for change. 
Before beginning the survey, the sample size was determined. In accordance with 
Tabachnick and Fidell (2007), standard and sophisticated statistical analysis including 
structural equation modelling recommends sampling of 200 as fair and 300 as good. A 




because 200 is a critical sample size that can be used in any common estimation procedure 
for valid results (Hoelter, 1983). For this study, the researcher specifically assumed a 5% 
margin of error that indicates willingness to accept an estimate within +/- 5 of the given 
value. The assumption also includes a 95% confidence level, identifying a risk of 1 in 20 
that actual error is larger than the margin of error (greater than 5%).  
As discussed earlier, the first set of survey participants were employees from four units in 
the Head Office, Jakarta, namely Secretariat of Directorate General of Taxes, Directorate of 
Internal Compliance and Organisation and Human Resources Transformation, Directorate 
of Information and Communication Technology Transformation, and Directorate of 
Business Process Transformation. As the sampling frame was based on the above location, 
it excluded employees who were on secondment or pursuing higher academic degrees. The 
key respondents for Survey 1 were the deputy directors (echelon 3 level), the heads of 
section (echelon 4 level) and staff. The number of employees in this first survey was 604, 
as shown in Table 4.1. 
Table 4.1 
Number of Employees as the Sample Size – Survey 1 
 
Secretariat of Directorate General of Taxes 278 
Directorate of Internal Compliance and Organisation and HR Transformation 126 
Directorate of Information and Communication Technology Transformation 117 
Directorate of Business Process Transformation 83 
Total 604 
 
The second set of survey participants were employees from selected tax offices as vertical 
units under regional offices representing six main islands outside Java, which were 
Sumatera, Borneo, Sulawesi, Bali, Nusa Tenggara and Papua. These six field tax offices 
are Medan Petisah (in Sumatera), Samarinda (in Borneo), Manado (in Sulawesi), Badung 
Selatan (in Bali), Waingapu (in Nusa Tenggara) and Sorong (in Papua). The key 




section (echelon 4 level), functional auditors and staff. The number of employees in the 
sample for the second survey was 491, as shown in Table 4.2. 
Table 4.2 
Number of Employees as the Sample Size – Survey 2 
 
Medan Petisah Tax Office 87 
Samarinda Tax Office 78 
Manado Tax Office 104 
Badung Selatan Tax Office 89 
Waingapu Tax Office 52 
Sorong Tax Office 81 
Total 491 
With the sample size for the first survey being 604 and for the second survey being 491, the 
total number of sample size for the survey was 1,095. These employees were given 
questionnaires and their inclination to participate in the survey was verified. Next, the unit 
of analysis is discussed. 
4.3.2. Unit of analysis 
The unit of analysis refers to the extent to which the level of investigation of collected data 
concentrates particularly on objects or an object (entire organisation, department, groups, 
activity, and individuals) (Zikmund, 2000). As previously discussed in Chapter Two, the 
three components of commitment to organisational change model have been used in 
examining employees’ commitment to and support for organisational change as a unit 
analysis in the context of developed countries (Herscovitch and Meyer, 2002).  
For this study, the unit of analysis is specifically about the employees’ perceptions of 
organisational commitment to change within the Indonesian tax administration. The 
analytical technique used to link the data to the prepositions is explanation-building. The 
justification for an explanatory case study results from a series of iterations, starting from 




findings of a case against such a statement, revising the statement, and repeating this 
process as many as times as needed. The process is intended to capture the relationships 
between the commitment to change and two other constructs, organisational climate and 
behavioural support for change. The measurement of constructs is discussed in the 
following section.  
4.3.3. Questionnaire and instrument development 
Survey research involves the collection of information from a sample of individuals 
through their responses to questionnaires (Engel and Schutt, 2005). Questionnaires offer an 
objective means of collecting information about people's knowledge, beliefs, attitudes, and 
behaviour (Gillham, 2000). Survey research was applied in this study because of its 
versatility, efficiency, and generalisability (Bachman and Schutt, 2013). The versatility 
offered by survey research means that understanding how to construct and administer 
surveys is a useful skill to have for all types of areas of inquiry. Surveys are efficient in 
terms of that collecting data from many people at relatively low cost and quickly. Survey 
research is also very attractive since it is the means for developing a representative picture 
of the attitudes and characteristics of a large group, so that it creates sample 
generalisability. 
It is important for survey research to include relevant questions and incorporate questions 
that are crucial (Engel and Schutt, 2005). To ensure that relevant questions are asked is to 
use questions suggested by prior research, theory, experience, or experts about the setting 
and population under investigation (Boynton and Greenhalgh, 2004). Using a previously 
published questionnaire saves time and resources, and the researchers will be able to 
compare their own findings with those from other studies. Thus, this study used a set of 




previous surveys. Based on the literature review discussed in Chapter Two, the study used 
previously designed instrument applied by Machin, et al. (2009) in their research on 
commitment to organisational change. This questionnaires instrument measured the 
concept that became the concern of this current study. The measure is considered reliable 
since it yields consistent results from repeated samples and different researchers over time, 
and valid as it measures what it claims to measure (Boynton and Greenhalgh, 2004).  
In this study, the researcher applied closed-ended questions. This type of questions 
provided response choices in the survey that would reduce ambiguity because of the 
explicit response categories (Engel and Schutt, 2003). The researcher also provided the 
choice of neutral responses to support the distribution of answers. The questions were 
worded carefully to avoid confusing phrasing and to minimise the risk of biases. The 
researcher made sure that the flow of questions was natural and no double-barrelled 
questions were presented. The researcher also verified that terms and concepts were 
familiar and easy to understand for the respondents. 
4.3.4. Translation of instruments and pre-testing 
The set of questionnaires for three main dimensions and relevant constructs in this study 
originated from survey instruments developed by Hart et al. (1996) and Herscovitch and 
Meyer (2002). The survey questionnaires, which were developed for a Western setting, had 
been tested for their construct reliability and validity. However, it was necessary to do the 
test all over again for this study in order to seek reliability and validity in measuring the 
phenomena in another culture.  
The set of questionnaires went through several stages of conceptualisation before they were 




questionnaire before pre-testing. Based on the reviewers’ inputs, the set of questionnaires 
was revised and modified. The English version was pre-tested for its clarity and scale 
reliability on a small sample of DGT employees. Responding to the feedbacks obtained 
during the pre-test, the wording of some items on the questionnaire was modified.  
Using back-translation technique recommended by Brislin (1970), the questionnaire was 
then translated into Bahasa Indonesia, the native language of the respondents. Back-
translation is a well-known method to maintain equivalence between the original and 
translated versions (Behling and Law, 2000). The back-translation model is widely used for 
instrument validation (Brislin, 1970). Firstly, the researcher translated the questionnaires 
from the original language to the target language, as the researcher understands both the 
language and the characteristics of the survey respondents being studied. Second, the 
researcher used an independent translator, in this case an English speaker who is also fluent 
in Indonesian, to carry out the back translation. After that, the researcher and two experts 
reviewed the back translation. Mismatches between the original version and the target 
version were identified and resolved.  
4.3.5. Measurement of constructs 
According to predetermined rules (Malhotra, 2002), measurement is defined as assigning 
numbers or other symbols to characteristics of objects being measured. In particular, the 
measurement assesses the respondent’s perceptions, attitudes, preferences, or any other 
pertinent characteristics of the phenomenon under study. There was a critical concern in 
this study regarding the “common method variance that can have substantial impact on the 
observed relationships between predictor and criterion variables in organisational and 
behavioural research” (Podsakoff, et al., 2003). A predictor variable is a variable that can 




that the analysis predicts (Podsakoff, et al., 2003). In order to control for the method bias, 
this study carefully considered some key issues with respect to measurement of predictor 
and criterion variables.  
The solution relates to the measurement of the dependent variable (DV), which is the 
variable in a scientific experiment that is being tested, and also the independent variable 
(IV), which is variable that is changed or controlled in an experiment to test the effects on 
the dependent variable (Podsakoff, et al., 2003). In this study, one of the solutions to 
overcome the method bias was obtaining measurement of DV, namely behavioural support 
for change, from different sources. To achieve this objective, the study collected data from 
two different sources. The first set of data comes from the employees who are familiar with 
tax administrative reform, while the second set of data derives from a non-reform familiar 
environment.  
When comparing different samples, it is useful to demonstrate measurement equivalence as 
the first step. Measurement equivalence can be tested in three ways: configural, metric  and 
scalar equivalence tests (Nye and Drasgow, 2011).This study uses the configural test which 
is established when indicators load significantly on the same factors across  groups  and the 
correlations between the latent variables are significantly less than one, guaranteeing 
discriminant validity. To proceed with substantial analysis, metric equivalence is also used 
to test that the concept can be used in comparisons of relationships across groups. This is 
established in this study when the factor loadings (the slopes of the response functions) 
across the different groups are not statistically different. Further discussion on factor 
loadings is presented in Chapter 5. 
Specifically, survey respondents were asked to rate their perception on questionnaire items 




three construct measures. The application of 7-point scales is referred to as the Law of 
Magical Number Seven developed by Miller (1956). The Law argues that the number of 
objects an average human can hold in working memory is 7 plus or minus 2. This scale is 
considered as adaptable, relatively insensitive, and statistically sophisticated (Malhotra, 
2002). This 7-point scale integrates ideal precision of seven categories of absolute 
judgment. Although all the IVs and DV were measured using 7-point Likert scale, in order 
to minimise the method bias, the researcher utilised several reverse worded items in the 
questionnaire.  
The present study measures Indonesian tax employees’ perceptions on the commitment to 
organisational change and its relationships with organisational climate and behavioural 
support for organisational change. There were three constructs to be measured, i.e., 
organisational climate, commitment to change and behavioural support for change. The 
operational and domain of measurement of the constructs are briefly discussed below.  
A. Organisational Climate 
The most common way of assessing organisational climate is through self-reports covering 
several dimensions that make up the construct (Ekvall, 1996). Given that the focus of this 
research lies with quantitatively assessing perceptions in the organisational context, the 
researcher adopts the methods of the shared perception model of organisational climate. 
The shared perceptions model is exemplified in the Queensland Public Agency Staff Survey 
(QPASS) instrument developed by Hart et al., (1996). The model identifies the variables 
which moderate an organisation’s ability to mobilise its workforce in order to achieve 




In accordance with the model, there are 10 dimensions (constructs) to an individual’s 
perception of organisational climate. Eight constructs assess perceptions of supports, which 
are workplace morale, supportive leadership, participative decision-making, role clarity, 
professional interaction, appraisal and recognition, professional growth, and goal 
congruence. These eight constructs can also be classified as variables with a positive 
valence. The other two constructs assess perceptions of demands: workplace distress and 
excessive work demands. These two constructs can be identified as variables with a 
negative valence. Therefore, the constructs are Positive Work Climate and Negative Work 
Climate respectively. Some situations enhance feelings of enthusiasm, team spirit, 
empowerment, and job satisfaction due to positive management styles, clear roles, 
professional development opportunities, and interaction. On the other hand, some situations 
are negative as they cause distress in the workplace.   
There are 46 items of these ten constructs measures which are defined below:   
1) Workplace Morale (4 items) – This measure covers enthusiasm, morale, energy and 
team spirit. High scores from the scale indicate a favourable work environment. For the 
domain specification, four items were adopted from Hart et al. (2000). The reported 
alpha reliability was .86. These indicators showed high construct reliability in other 
studies (Wilson-Evered and Wittwer, 2005; Albion et al., 2005).  
2) Supervisor Support(5 items) – This construct measures the extent to which the 
supervisors are approachable, dependable, supportive, problems-solvers and 
communicative. All five items of the measure were drawn from Hart et al.’s (2000) 





3) Participative Decision-Making (5 items) – This construct measures the extent to 
which the employees are pleased about the decision-making process, decision-making 
forums and opportunities to express their views. Four of these items were adopted from 
the study of Hart et al. (2000) which reported an alpha reliability score of .75. These 
scales have also been tested in the study by Albion et al. (2005). The reported alpha 
reliability was .83. To elaborate the domain of the measure, one additional item was 
added by the researcher to determine whether the decision making process was shared 
between managers and staff.  
4) Role Clarity (4 items) – Three items in this measure (authority, responsibilities and 
expectations) were adopted from Hart et al. (2000). The reported alpha reliability score 
was .71. The measure has also been used in another study by Albion et al. (2005). The 
reported alpha reliability was .80. One item was added to the original scale to cover 
understanding of role during unclear situations at the workplace.  
5) Professional Interaction (5 items) – The scale was made up of five items indicating 
support, cooperation, ideas-sharing, dependable feeling and good communication 
among the employees. All items were drawn from Hart et al.’s (2000) study. The 
reported alpha reliability was .84. Using the same items in another study, Albion et al. 
(2005) found the alpha reliability of .87.  
6) Appraisal and Recognition(5 items) – This is a five item measure covering 
recognition, regular feedback, good quality of feedback, opportunity to discuss the 
feedback and proper appraisal mechanism in the organisation. All items were adopted 
from Hart et al.’s (2000) study. The reported alpha reliability was .90. The scale was 





7) Professional Growth (5 items)– The items in this construct measure indicate the extent 
to which there is encouragement, access, active interest, individual consideration and 
opportunity toward professional growth. All items were adopted from Hart et al., 
(2000). The reported alpha reliability score was .74. Similar items have also been tested 
in Albion et al.’s (2005) study with an alpha reliability score of .83.  
8) Goal Congruence(4 items) – This construct measures the extent to which personal 
goals are in agreement with workplace goals which are clearly stated, easily understood 
and guide work procedures. All items were extracted from Hart et al.’s (2000) study. 
The reported alpha reliability was .77. Albion et al. (2005) and Machin et al. (2009) 
also utilised these items in a similar dimension of the studies.  
9) Workplace Distress(5 items) – This measure reflects a negative perception of the 
workplace and measures whether the employees feel frustrated, stressed, tense, anxious 
and depressed about their work. High scores on this scale indicate an unfavourable 
working environment. Five items were extracted from Albion et al.’s (2005) study. The 
reported alpha reliability was .89.  
10) Excessive Work Demands (4 items) – This construct measures the extent to which 
staff experience work overloaded, constant pressure to keep working and excessive 
expectation and work demands. High scores indicate an unfavourable working 
environment. For measuring this construct, Albion et al.’s (2005) study used four items 
and the reported alpha reliability was .83.  
B. Commitment to Change  
Commitment to change is defined by Herscovitch and Meyer (2002) as a mindset that binds 




change initiative. They introduce a three-component model demonstrating affective 
commitment to change, continuance commitment to change and normative commitment to 
change. According to Herscovitch and Meyer (2002), these three components of 
commitment are assumed to have independent motivational roots. Thus, the mindsets can 
be measured and shown to be distinguishable from one another. The measurement in 
Herscovitch and Meyer’s (2002) model is adopted for this study. It is a 15-item scale to 
apply the three components of commitment to change with five items each, as follows: 
1) Affective Commitment to Change (5 items) – This construct measures a desire to 
provide support for the change based on a belief in its inherent benefits. All items in this 
measure were drawn from Herscovitch and Meyer’s (2002) study. The reported alpha 
reliability was .94. For this study, to reduce common method bias, one of the items in 
this scale was reverse-coded.  
2) Continuance Commitment to Change (5 items) – This construct measures the extent 
to which there is recognition of costs associated with failure to provide support for the 
change. A combination of positive and negative statements was developed for this 
particular measure. All items were extracted from Herscovitch and Meyer’s (2002) 
study. The reported alpha reliability was .94.  
3) Normative Commitment to Change (5 items) – This construct measures the extent to 
which the sense of obligation provides support for the change. All six items were 
adopted from Herscovitch and Meyer’s (2002) study. The reported alpha reliability was 
.86. Specifically for this study, one of the items in this scale was reverse-coded.  
An important result of the model indicates that commitment to change is conceptually and 
empirically different from commitment to the organisation and better explains change-




C. Behavioural Support for Change  
For this particular construct, the study adapted a conceptual framework from previous 
research, but applied different types of measure. This construct measurement was used to 
assess employees’ behavioural support for a specified change initiative, tax administrative 
reform in this study. Herscovitch and Meyer (2002) originally developed a single-item 
scale presented as a 101-point behavioural continuum. To explicitly address the context of 
Indonesian tax administration, a different measurement was developed for this particular 
multidimensional construct in this study.  
In their general model of commitment, Meyer and Herscovitch (2001) have suggested more 
generalised behavioural outcomes of commitment, namely focal and discretionary 
behaviour. Focal behaviour refers to the actions that lead to the maintenance of 
employment with an organisation. Compliance is considered a focal behaviour and the non-
observance of such behaviour may be deemed as resistance to a change initiative. 
Discretionary behaviour on the other hand refers to actions that go beyond the mere 
maintenance of employment and involve exerting extra effort towards one’s specific focus 
of commitment. Discretionary behaviours have been identified as cooperation (or 
embracing the spirit of change) and championing (or exerting effort beyond expectations to 
achieve the objectives of change).  
To maintain consistency with this measure, a 7-point Likert scale was utilised, instead of 
the original single-item scale. There are 12 items developed for three scales. A written 
description of each scale is provided as follows: 
1) Compliance (4 items) – This construct measures the extent to which the minimum 




All four items were developed by the researcher referring to the relevant literature. The 
four items were verified and were tested in a pilot study.  
2) Cooperation (4 items) – The items in this construct measures the extent to which the 
support for a change is demonstrated by the employees in terms of exerting effort for 
the change initiatives and being prepared to make modest sacrifices (Herscovitch and 
Meyer, 2002). All four items were developed by the researcher based on the relevant 
literature. The items were verified and tested in a pilot study.  
3) Championing (4 items) – This construct measures the extent to which the extreme 
enthusiasm for a change is demonstrated by going beyond the formal change 
requirement and promoting the change to others (Herscovitch and Meyer, 2002). All 
four items were developed by the researcher based on the relevant literature. The four 
items were verified and tested in a pilot study.  
Prior to full-scale research, the set of survey questionnaires was tested in a pilot study. 
Conducting the pilot study was important for this research to test the adequacy of the 
research instruments. There were 42 respondents in the pilot study comprised of DGT 
employees from different regions. During the pilot study, it was observed the respondents 
obtained a clear idea about the research and could understand the questions.  
The measurement of the three constructs, comprising of sixteen scales and 73 items, was 
put into a set of questionnaires and distributed to the respondents in both surveys. The 
original set of survey questionnaires in English is presented in Appendix 1 and the 





4.3.6. Quantitative data collection and response rate 
The approach used in data collections was the self-administered mail survey which was 
considered as the most appropriate for a widespread research program (Zikmund, 2000). 
The benefits of this approach are respondent anonymity, confidentiality, free expression, 
and fair temporal response (Davis, 2000). The rationale of using mail survey was also due 
to internet provider weaknesses in some field offices within the sampling frame that made 
it difficult to deliver an online survey. The survey questionnaires were sent to each unit of 
the Head Office and field offices. The questionnaires were then distributed to the survey 
respondents included in the target sample. After the respondents filled out the survey, the 
questionnaires were sent back to the researcher in 3-4 weeks.  
Measures were taken in order to increase the response rate for this research. The data 
collection activities were supported by an official letter from the Director of Tax 
Dissemination, Service and Public Relations of DGT, requesting employees to voluntarily 
participate in the survey. This official letter stated the expected benefits of the research. It 
also assured confidentiality and anonymity for survey respondents. It was emphasised that 
the survey was being conducted only for academic purposes. Access to the supplied 
information would be only limited to the researcher as well as the academic supervisors. It 
was observed that these observations and promises boosted the response rate.  
Harzing (2000) affirms that very low response rates to organisational survey are found in 
South East Asian countries. For example, Singhapakdi et al. (1994) realised 16.3% 
response rate in Thailand and indicated this was high compared other studies in the same 
context. Furthermore, Wang et al. (1998) mention a typical response rate of 10-15% for 
Singapore. Moreover, Roffey (2000) reports a social study in the Philippines with 25.2% 




16.5% response rate. According to Harzing (2000), major reasons for this low response rate 
in South East Asian countries include a hectic urban life, a distrust of surveys in general, 
and a fear of competitive intelligence gathering or other hidden purposes under the guise of 
academic research. Saleh (2006) also states that the response rate for any organisational 
study in a developing country context is relatively low and 20% could be considered very 
reasonable.  
In order to present the best possible scenario of data representation (i.e. one that maximises 
the probability of needing the lowest response rates), the study used the formula supplied 
by Dillman (2000). It was applied in the stringent conditions that present the required 
responses and response rates when more stringent (and more common) conditions are set: 
specifically 3% sampling error, and 95% confidence level. In Dillman’s (2000) case, for 
instance, if the survey questionnaires are distributed to 1,000 respondents, in the stringent 
conditions, the required number of respondents is 406 and the response rate is 41%. If they 
are distributed to 2,000 respondents, the required number of respondents is 509 with 25% 
response rate. Therefore, considering the number of survey participants for this study, the 
expected response rate between 25% and 41% was considered adequate.  
In this study, during the data collections stage, 1,095 survey packages were sent to the 
survey participants: 604 for Survey 1 and 491 for Survey 2. The total responses were 459 
with an aggregate response rate of 41.92%. The level of response rate is sufficient to satisfy 
the statistical recommendation and the typical samples in similar studies for the proposed 
testing and analysis. The detailed responses and response rates of the two surveys are 







Detailed and Overall Response Rate 
 
Survey Total Sample Return Response (%) Overall Response Rate 
1 604 231 38.24  
41.92% 2 491 228 46.43 
Total 1,095 459  
 
To accommodate the results of Survey 1 and Survey 2, two separate databases were created 
using SPSS for comparison. The data management is presented in the next section. 
4.3.7. Quantitative data management 
The data management concerns the examination of data entry and handling of missing 
values. In order to obtain a high level of precision of data entry process, at first, all entries 
were verified case by case. It followed by examination of the completeness of returned 
questionnaires to check for missing values. To handle random missing values, a pair-wise 
deletion was conducted so that all data available were maximised. Unlike list-wise deletion 
which removes cases (subjects) that have missing values on any of the variables under 
analysis, pair-wise deletion only removes the specific missing values from the analysis (not 
the entire case). In other words, all available data is included. The SPSS application used in 
this study performs the bivariate correlation between all available data points, and ignores 
only those missing values if they exist on some variables. In this case, pair-wise deletion 
resulted in different sample sizes for each correlation. This technique is typically preferred 
since it increases the power of the analysis (Peugh and Enders, 2004). Following the check 
for missing values, a normality check was conducted and an outliers check was made to 




The final aspect of data management in this study was about the actual transfer of the 
participants’ response to a data sheet in SPSS. Each response was coded with a number 
ranging from 1 as ‘Strongly Disagree’ to 7 as ‘Strongly Agree’. The data sheet was set up 
in SPSS for each survey to include demographic information for each participant. 
Subsequently, the last part of this section discusses the approaches taken for the analysis at 
the quantitative phase.  
4.3.8. Quantitative data analysis 
The data gathered from the employees of the DGT have been analysed in Chapter Five to 
test the conceptual model as proposed in Chapter Two. One of the preliminary steps of data 
analysis is descriptive analysis in which the data are analysed to obtain an overall picture of 
the data pattern before continuing to further stages of the analysis. The adopted construct 
measures require measurement of scale reliability and validity. According to Tavakol et al. 
(2008), reliability is concerned with the ability of an instrument to measure consistently, 
whilst validity is concerned with the extent to which an instrument measures what it is 
intended to measure. 
Cronbach’s alpha coefficient is commonly employed to test the reliability of the measures. 
The generally acceptable alpha coefficient is .70, with values below this being considered 
questionable or poor (George and Mallery, 2003). As recommended in the literature, to 
conduct multivariate data analysis, a three-step process was employed, namely individual 
measurement model, Confirmatory Factor Analysis (CFA) and Structural Equation 
Modelling (SEM). Firstly, individual model testing is performed on the factors of each 
model to assess their level of fit (McQuitty, 2004). As a second process, Confirmatory 
Factor Analysis (CFA) incorporates the testing of unidimensionality and evaluates a data 




process is Structural Equation Modelling (SEM) that is a multivariate analytic procedure 
for representing and testing inter-relationships between observed variables and 
interrelationships between constructs (Kline, 2010).  
As with most SEM processes, the researcher comes to a decision in advance about fit 
criteria to establish whether, overall, the measurement model is acceptable. Kenny and 
McCoach (2003) contend that there is no consistent standard for evaluating an acceptable 
model, but they emphasise on TLI (Tucker-Lewis Index), CFI (Comparative Fit Index), IFI 
(Incremental Fit Index) and RMSEA (Root Mean Square Error of Approximation) as the 
most popular fit indices. Bentler and Bonett (1980) also emphasise indices such as CMIN 
(minimum discrepancy) and df (degrees of freedom) to verify their model. Thus, this study 
considers CMIN/df, TLI, CFI, IFI and RMSEA for evaluating fit indices because they have 
been commonly reported in the literature (McDonald and Ho, 2002). As recommended by 
Hulland, et al. (1996), after conducting the single factor model tests and Confirmatory 
Factor Analysis (CFA), the final theoretical model was tested using SEM technique. SEM 
is a powerful analytical technique which tests theoretical relationships between/among 
latent and/or observed variables and also combines regression and factor analysis 
(Tabachnick and Fidell, 2007).  
Following the description of the quantitative research methodology, the discussion of the 
qualitative research methodology is presented in the next section.   
4.4. QUALITATIVE RESEARCH METHODS 
Qualitative research is regarded as a research strategy that uses words as empirical 
materials rather than numbers (Bryman and Bell, 2011). In general, qualitative research is 




These questions guide the researchers in exploring in-depth meanings of phenomena and 
facilitate the generation of patterns and connections amongst and between factors that 
largely remain unexplained when using quantitative research strategies (Flick, 2007).  
In this study, qualitative research provided invaluable practical information related to 
organisational climate, employees’ commitment to organisational change and behavioural 
support for change. At a deeper level, qualitative encounters were also necessary to 
understand the structure of a system: how interdependent individuals, groups, and 
organisational components function (or fail to function) together. This is critical because in 
a tax administration, as in any complex system, organisational change or inertia in one 
dimension inevitably affects others. 
The researcher employed qualitative data to explain, validate and expand on the preceding 
quantitative results. This section describes the qualitative research methodology adopted 
for this study. This includes the qualitative approach used in this study, data collection and 
sampling, interview protocol, data analysis and ethics considerations.  
4.4.1. Case study design 
A case study strategy was used to investigate the research questions. According to Creswell 
and Maietta (2002), a case study is a type of ethnographic design and is an exploration of a 
bounded system or a case over time, through detailed, in-depth data collection involving 
multiple sources of information and it is rich in context. Another complementary definition 
of the case study is provided by Yin (2009) that it is an empirical inquiry which 
investigates a contemporary phenomenon in-depth and within its real-life context, 




Several scholars identify different categories of case study. Stake (1995) for instance, lists 
three different types: the intrinsic, the instrumental, and the collective case study. With 
reference to this study, the instrumental case study methodology has been adopted by the 
researcher. The instrumental case study is a particular case which is examined to provide 
insight into an issue or refinement of theory. This study was aimed to study organisational 
commitment in the reform process within one organisation. Thus, this organisation, DGT 
was treated as the particular case. 
In line with Yin (2009), for this case study, five components of research design were 
especially important, which were the research questions, its propositions, its unit of 
analysis, the logic linking the data to the propositions and the criteria for interpreting the 
findings. The case study method was appropriate for the particular type of research 
questions developed in this study. They explored the link between employees’ perceptions 
of their workplace climate, their commitment to organisational change, and their 
behavioural support for change. The research also investigated how these phenomena were 
manifested. The relationships among these constructs were derived from the quantitative 
phase of the study. The propositions used in this study were the hypotheses discussed in 
Chapter Two (see 2.7 Analytical framework, research questions and hypotheses 
development). These propositions guided attention to the research problems that were 
examined within the study. 
4.4.2. Qualitative data collection  
The data in this method are collected through words and subjectivity is embedded in the 
analytical process (Curry et al., 2009).The data can involve a variety of empirical materials 
such as personal experience, introspection, life story, interview responses, observational 




problematic moments and meanings in people’s lives (Denzin and Lincoln as cited in 
Thomas, 2003).According to Pierce (2008), the strength of this approach is its ability to 
understand and explain the complexities of social life via in-depth interviews, observation, 
and induction processes to identify the interpretative lens that the participants adopt. 
Qualitative study thus consists of a normative dimension and has a greater focus on verbal 
and other modes of communication than a quantitative method.  
For qualitative research, the study employed semi-structured interview as a type of a non-
directive interview, which created a relaxed, empathetic relationship between the 
researcher as the interviewer and the interviewee, and also reduced bias in responses 
(Malhotra, 2002). It enabled exploration of the research phenomena and uncovered 
underlying motives or attitudes toward sensitive issues. Therefore, for this study, a smaller 
sample of participants was drawn for semi-structured in-depth interviews and to explore the 
reality to validate the quantitative findings.  
4.4.3. Qualitative interview respondents 
For qualitative interviews, purposive sampling is a non-probability sampling technique 
where cases are selected on the basis of the judgment of the researcher regarding certain 
criteria of the respondents (Cooper and Schindler, 2001). In this sampling technique, the 
researcher chooses respondents as being the representative of the population of interest 
(Davis, 2000). In addition, the power of purposive sampling lies in selecting information-
rich cases that manifest the phenomena of interest intensely thus facilitating more insight 
into the theoretical construct of the proposed study (Patton, 1990). Therefore, for 





In this study, the interviewees were key personnel in the DGT who could provide proficient 
insights and broad perspectives about the result of the quantitative phase of investigation. 
The researcher agreed not to approach the interviewees personally to request their 
involvement in the qualitative study. Rather, this was done through permission from their 
superiors. To ensure that involvement was both anonymous and voluntary, the superiors 
agreed not to nominate respondents. They also agreed to encourage respondents to be open 
and honest and to ensure them of management’s support for the study.  
In this study, 12 participants were interviewed. Some qualitative research methodologists 
present general guidelines for sample size of qualitative interviews (Subramanian and 
Peslak, 2010). For example, Yin (2009) proposes at least 6 sources of evidence needed for 
a qualitative study. Creswell (2007) recommends no more than 4 or 5 cases. He further 
recommends 3 to 5 interviewees per case study. Another characteristic on which interview 
participants vary is the level of expertise held in relation to the domain of inquiry. Romney 
et al. (1986) state that provided participants possess a certain degree of expertise or 
knowledge on the research topic, smaller sample sizes can be justified. This is because each 
participant has a breadth and depth of both common knowledge and experience leading to 
data saturation occurring in interviews. They suggest at least 5 participants to achieve data 
saturation in qualitative interviews. Thus, the number of interviewees in this study is based 
upon external justifications from the recommendations by qualitative methodologists. 
The study categorised two groups of interviewees based on their tax reform-related 
expertise and experiences. The first group of interviewees consisted of key personnel who 
were responsible for implementing the reform. It was composed of officials in charge of 
managing the four core areas of reform, which are organisation, human resources, business 




who had competency and skill in organisational change and possessed an educational 
background in organisational behaviour and human resources management, or who were 
involved at the beginning of the change process. These officers were not necessarily 
involved in the change process at the time of the study. They were perceived to have the 
knowledge and expertise on the nature and direction of the tax administration reform.  
The interviewees received the interview questions prior to the scheduled time, and were 
informed that the interview would be tape-recorded and transcribed, unless they objected. 
Interviewees had the opportunity to review and, if necessary, to correct the contents of the 
interview after they had been transcribed. 
4.4.4. Qualitative interview protocol 
The process for conducting qualitative interviews followed the same general process as is 
followed for other research: plan, develop instruments, collect data, analyse data, and 
disseminate findings (Boyce and Neale, 2006). One of the important instruments is the 
interview protocol. An interview protocol is the rules that guide the administration and 
implementation of the interviews. These are the instructions that are followed for each 
interview, to ensure consistency between interviews, and thus, increase the reliability of the 
findings.  
Before the process of collecting data, an introductory letter, a participant information sheet 
(see Appendix 3) and an informed consent form were distributed to the targeted 
participants. For this study, the researcher developed an interview guide that listed the 
questions or issues to be explored during the interview. There were ten to fifteen open-
ended questions. The sample list of interview questions is provided in Appendix 4. 




the interview questions and their relevance to the study aim. Background information about 
specific organisational climate variables, the varying nature of commitment to 
organisational change and the different levels of support as well as the interconnections 
between the three main constructs were delivered to the participants through debriefing 
activities.  
The interview protocol for this study consisted of five main aspects, i.e., (1) what to say to 
interviewees when setting up the interview; (2) what to say to interviewees when beginning 
the interview, including ensuring informed consent and confidentiality of the interviewee; 
(3) what to say to interviewees in concluding the interview; (4) during the interview, the 
researcher took notes and used audiotape; and (5) following the interview, the researcher 
checked notes and audiotape for clarity, summarised key information for each interview, 
and submitted written findings. 
The content of the semi-structured interviews was grounded in the results of quantitative 
analysis. The goal of the qualitative phase was to explore and elaborate on the results from 
the quantitative phase of the study. Semi-structured interviews with key personnel were 
essential in this study because they were more flexible instruments than questionnaires with 
closed questions. However, they require considerable preparation, flexibility and 
concentration by the researcher. Wengraf (2001, p.194) says interviewers must have 
‘double attention’ in that:   
… you must be both listening to the informant’s responses 
to understand what he or she is trying to get at and, at the 
same time, you must be bearing in mind your needs to 
ensure that all your questions are liable to get answered 





In the semi-structured interviews, groups of questions are asked in a logical order and 
themes are raised for discussion (Cargan, 2007). The open-ended nature of the questions 
allows respondents to provide full and detailed answers. In this study, each interviewee was 
asked the same questions from a list of questions determined in advance. There were many 
follow up questions to probe deeper into the reality in terms of organisational change. 
4.4.5. Qualitative data analysis 
Data analysis in qualitative research is a continuous process. An important aspect of this 
process during the data collection period is establishing files and coding field notes 
(Nachmias and Nachmias, 2008). This study adopted the approach of thematic analysis in 
examining the qualitative data. Thematic analysis allowed the interviewees to discuss the 
topic in their own words, free of constraints from fixed-response questions found in 
quantitative studies. The researcher identified specific quantitative findings that needed 
additional explanation, such as unexpected results, different outcomes between groups and 
participants’ scores at extreme levels. 
Thematic analysis is the most common form of analysis in qualitative research (Guest, et 
al., 2012). It emphasises pinpointing, examining and recording patterns (or ‘themes’) 
within data. Themes are patterns across data sets that are important to the description of a 
phenomenon and are associated with a specific research question (Daly, et al., 1997). 
Thematic analysis is related to phenomenology since it focuses on the human experience 
subjectively. This approach emphasises the participants' perceptions, feelings and 
experiences as the paramount object of study (Guest, et al., 2012).  
Thematic analysis was performed through the process of coding in six phases to create 




codes, searching for themes among codes, reviewing themes, defining and naming themes, 
and producing the final report (Braun and Clarke, 2006). When searching for themes, the 
qualitative data analysis looked for repetitions (topics that recur again and again), 
metaphors and analogies (Ryan and Bernard, as cited in Bryman, 2008). Furthermore, 
assessment was also made of transitions (the way in which topics shift in transcripts) as 
well as similarities and differences (exploring how interviewees discussed a topic in 
different ways or differ from each other in certain ways or exploring whole transcripts and 
asking how they differ).  
The data analysis was conducted manually since there were only twelve officers 
interviewed. By conducting analysis manually, it was easier to make sense of the data by 
not only relying on the themes, but also by linking the themes to enable a more valid and 
reliable interpretation of the data. All transcriptions were translated from Bahasa Indonesia 
to English. The transcription results were coded based on the occurrence of themes and 
categories. The transcriptions were also compiled as a set of specific information that 
emphasised the constructs of organisational climate, commitment to change and 
behavioural support for change. Based on the research questions, the researcher conducted 
the process of data analysis using deductive approaches. This form of analysis is theory-
driven and tends to be less descriptive overall because analysis is limited to the 
preconceived frames (Braun and Clarke, 2006). The results were inclined to focus on 
specific aspects of the data that were determined prior to data analysis. 
4.4.6. Ethics consideration 
This qualitative study required investigation of opinions and interpretations, and thus raised 
ethical matters. With the expansion in the scope of the issues investigated by social 




analysis, researchers have had to be more aware of ethics in conducting social science 
research (Nachmias and Nachmias, 2008). Secrecy, privacy and consent are important 
ethical requirements in this research. The data accumulated were only available to the 
researcher and the supervisors. Secrecy of answers was ensured in all situations. All data 
used in the study were kept confidential. An exact time-frame for data storage and 
destruction was also disclosed. The study did not use any information which might be 
disadvantageous to the participants. No personal identities were disclosed in the thesis. 
Efforts were made to acquire informed agreement from the participants and to take care of 
the participant’s secrecy. Before the process of collecting data, an initial introductory letter, 
a qualitative study’s participant information sheet as presented in Appendix 4 and informed 
consent form were distributed to the targeted participants. A concise presentation in the 
documents was given to the participants to provide a general explanation about the aims 
and procedures of the research. It was stated clearly in the information sheets and consent 
forms that the identities of the participants were to be kept secret. Informed consent is 
absolutely important whenever participants are exposed to substantial risks or are asked to 
forfeit personal rights (Nachmias and Nachmias, 2008). Informed consent in this study 
included four elements: competence, voluntarism, full information, and comprehension. 
Another concern was the conflict of interest by the researcher who was also an employee of 
the DGT, the organisation in which this study took place. Responding to this issue, the 
researcher strove to maintain an open academic attitude during the research. This was 
essential for the research to be carried out in an impartial and independent manner. The 
researcher pledged to maintain objectivity in the research and worked to ensure that no real 
or perceivable conflict arose in the performance of this research. Academic supervisors 




potential conflicts of interest. Finally, there are no restrictions on publications or 
dissemination of research results. 
Following the description of qualitative research methodology, the discussion on the 
integration of the findings from the quantitative and qualitative studies is presented in the 
next section.   
 
4.5. INTEGRATING THE FINDINGS FROM THE QUANTITATIVE AND QUALITATIVE 
RESEARCH  
The analysis stage of the mixed-methods approach includes analysing both the quantitative 
and qualitative findings separately using appropriate analytic techniques and then 
validating the findings. The conclusions are then drawn from both quantitative and 
qualitative data (Creswell and Plano-Clark, 2011). This final step of integration of the data 
is often overlooked or poorly addressed in many mixed-methods studies (Creswell and 
Plano-Clark, 2011). In this study, the data are analysed separately in Chapter Five for 
quantitative data and Chapter Six for qualitative data and, then validation of the findings 
are performed. This is an appropriate approach to take in explanatory mixed-methods 
design. 
The integration of quantitative and qualitative data can dramatically enhance the value of 
mixed-methods research (Bryman, 2008; Creswell and Plano-Clark, 2011). However, 
Lewin et al. (2009) argue that the extent to which mixed-methods studies implement 
integration remains limited. To address this issue, there are specific approaches to integrate 
qualitative and quantitative research procedures and data (Creswell and Plano-Clark, 2011). 
These approaches can be implemented at the design level, methods level, and interpretation 




For this study, the first integration was at the design level, which was accomplished 
through sequential explanatory design. The design involved first collecting and analysing 
quantitative data then it was followed by qualitative data collection and analysis. The 
second integration occurred in the methods level. For this study, it was done when the 
researcher brought quantitative and qualitative data for validation. Lastly, the third 
integration of qualitative and quantitative data in this study occurred at the interpretation 
and reporting level through a narrative approach. When integrating through the narrative 
approach, the researcher described the qualitative and quantitative findings in a series of 
reports. The weaving approach was used for writing both qualitative and quantitative 
findings on a theme-by-theme basis based on the study’s main dimensions and relevant 
constructs.  
4.6. LIMITATIONS OF THE STUDY 
The study explores the role of Indonesian tax employees’ commitment to organisational 
change. The three-components (affective, continuance and normative) of commitment to 
change were hypothesised to mediate the relationship between organisational climate and 
behavioural support for organisational change. However, various constraints and 
limitations affect the ability to generalise the results of this study.  
First, the study is limited to investigating issues related to the constructs of commitment to 
change, organisational climate and behavioural support for change. The study was not 
intended to examine how the different commitment components relate to one another or 
how the components of commitment to change relate to employee-relevant outcomes such 
as quality of work life, health and well-being. Second, the researcher chose to measure the 
constructs with self-report data, not multisource data. The researcher assumes that aspects 




other than the employees themselves. However, given that responses were made 
anonymously, the researcher expected that participants were more likely to provide honest 
assessments of their own behaviour. Third, the study relied on cross-sectional data, rather 
than longitudinal data. The study did not reflect changing situations and relationship 
phenomena in employees’ perceptions on commitment to organisational change.  
The fourth limitation of this study is that it was conducted in a single non-Western society. 
The study does not make direct cross-cultural comparisons. Finally, in the study, the 
researcher selected questionnaires items from an existing item pool and translated them 
into Bahasa Indonesia with as little modification as possible. This approach is useful for 
purposes of generating a set of universal items to serve as the basis for research directed at 
cross-cultural comparison of commitment levels or of relations between commitment and 
other constructs. However, restricting the focus to universal items can result in situations 
where the construct is not adequately captured within the new culture.  
4.7. SUMMARY 
This chapter set out on the research methodology. A mixed-methods approach was chosen 
in this study as it gave more comprehensive research results than using only one method. 
The justification for the approach that incorporated the aspects of timing, weighting and 
mixing was presented. A quantitative study was firstly applied to statistically examine the 
relationships among organisational climate, commitment to organisational change and 
behavioural support for change. Statistical techniques using Amos software application 
were employed to test the construct measures and to test the hypotheses proposed in the 
conceptual model. A qualitative study was also discussed. It was explained that the 
qualitative data were used to complement the findings of the quantitative approach and to 




to capture the intricacies of meaning within a data set. Finally, the limitations of the study 
were also discussed in this chapter.  
The following two chapters will present the findings of the study. The next chapter presents 
the quantitative findings of the study. This will be followed by a chapter that sets out the 
qualitative findings. After that, a chapter is devoted to integrating and validating the 









































This chapter presents the results of quantitative data analysis, starting from the respondents’ 
profile along with sample characteristics, measurement model assessment through to structural 
model fit. Structural equation modelling is used to test the hypotheses and to examine the 
significance of the relationships between the dependent and independent variables. All of the 
analysis results, including the acceptance or the rejection of the hypotheses, are summarised in 
the following sections. 
The goals of this chapter are basically to: 
 Describe the sample demographics as well as the characteristics of the respondents;  
 Examine the data management procedure, especially about handling the missing data, 
and identifying the outlier cases; 
 Review the internal consistency and reliability measures; 
 Explain the measurement model and the fit indices used in this study; 
 Assess and analyse the single measurement model and fit statistics; 
 Assess and analyse the overall measurement confirmatory factor analysis model and fit 
statistics; 
 Examine the relevant validities of the constructs; 
 Test the proposed model using structural equation modelling;  
 Test and analyse the hypothesised path relationships in the model.  
5.2. SAMPLE DEMOGRAPHICS 
The profile of respondents is explored in this section as part of the assessment of the data. As 




conducted in this study. The respondents for the first survey were 231 individuals drawn from 
DGT employees working in the Head Office located in Jakarta in the island of Java. The 
respondents for the second survey were 228 individuals consisting of DGT employees working 
in six cities outside Jakarta, located in the islands of Sumatera, Borneo, Sulawesi, Bali, Nusa 
Tenggara and Papua. Respondents’ gender, age, educational qualification and length of 
employment are relevant personal data to justify their participation in the survey. A general 





Demographic Features Survey 1 Survey 2 Frequency Percentage Frequency Percentage 
Gender 
Female 60 26.00 57 25.00 
Male 171 74.00 171 75.00 
Total 231 100.00 228 100.00 
 
Age 
Under 20 years 0 0 0 0 
20 – 29 113 48.90 76 33.30 
30 – 39 103 44.60 78 34.20 
40 – 49 15 6.50 49 21.50 
50 years or more 0 0 25 11.00 
Total 231 100.00 228 100.00 
Mean 30.26 35.45 
Standard deviation 6.1299 9.7994 
 
Educational Qualification 
High School  4 1.70 10 4.35 
Diploma degree 97 42.00 35 15.40 
Bachelor degree 74 32.00 179 78.50 
Master degree 54 23.40 4 1.75 
Doctorate degree 2 .90 0 0 
Total 231 100.00 228 100.00 
 
Length of Employment 
Less than 5 years 59 25.60 44 19.30 
5 – 10  98 42.40 50 21.93 
11 – 15  56 24.20 60 26.31 
16 – 20  14 6.10 37 16.23 
More than 20 years 4 1.70 37 16.23 
Total 231 100.00 228 100.00 
Mean 8.43 13.00 




While demographic information does not have any direct impact on the level of analysis of this 
study, the demographic report may provide some important input in terms of male and female 
individual’s perceptions of their organisational climate, their commitment to change and their 
behavioural support for change in DGT. In Survey 1, the sample was made up of 74% male 
respondents while in Survey 2, 75% were male respondents. The demographic representation is 
consistent with the proportion of total employees in DGT where the percentage of male 
employees is approximately 75% (DGT, 2013).  
Table 5.1 also shows that the respondents are varied in terms of their age. In Survey 1, the 
highest representation of the respondents is from the age group of 20 to 29 (48.90%), followed 
by the age group of 30 to 39 (44.60%). In Survey 2, the majority of the respondents are from 
the age group of 30 to 39 (34.20%), along with the age group of 20 to 29 (33.30%). This is also 
similar to the DGT human resources distribution based on age where the majority of DGT 
employees are in the age group of 21 to 30, followed by the age group of 31 to 40 (DGT, 
2013). The higher number of older people working in the field offices was also an observable 
fact in DGT. Since the tax administrative reform began in 2002, many older people had been 
rotated out of the head office in Jakarta. Table 5.1 also confirms this trend.  
From the educational qualification, it is revealed that in Survey 1, the majority of the 
respondents held Diploma degrees (42%) and Bachelor degrees (32%), while in Survey 2 most 
of the respondents had Bachelor degrees (78.50%) and Diploma degrees (15.40%). According 
to the human resources distribution based on educational background, the majority of DGT 
employees have either Bachelor degree or Diploma degree (DGT, 2013).  
Table 5.1 also reveals that the average number of years of respondents’ experience of working 
in DGT in Survey 1 and Survey 2 are around 8.43 years and 13 years respectively. Table 5.1 




again is due to the fact that many younger people work in the head office in Jakarta and the 
majority of older people work in the field offices outside Jakarta. The majority of the 
respondents in both samples had more than six years of working experience in DGT. Most of 
the respondents experienced the transformation of DGT organisation from the previous system 
to the modernised one. The next section of this chapter discusses the data handling as well as 
data screening procedure.  
5.3. DATA SCREENING  
According to Tabachnick and Fidell (2007), the purpose of data screening is to (a) check if data 
have been entered correctly, such as out-of-range values, (b) check for missing values, and 
decide how to deal with the missing values, (c) check for normality, and decide how to deal 
with non-normality, and (d) check for outliers, and decide how to deal with outliers. The 
following sections discuss these four main data screening procedure.  
5.3.1. Data entry 
A double check was performed in order to obtain a high level of precision in the data entry 
process. First, all entries were verified case by case, and second, descriptive statistics, 
including frequency distribution, mean and standard deviation were conducted. In Survey 1, 
the frequency distribution statistics showed three errors in the data entry process. Thus, the 
accuracy of the data entry was approximately 99.98%. Similarly, in Survey 2, the frequency 
distribution statistics yielded three errors in the data entry process. Therefore, the accuracy of 
data entry was around 99.98%.  
5.3.2. Missing values 
Missing values are either random or non-random. According to Hair, et al (2006), random 




questions, while non-random missing values may take place because the respondent 
purposefully does not answer some questions. Since missing values indicate reduced sample 
size and loss of data, they may thwart the purpose of the research (Hair, et al., 2006). Missing 
values may also indicate bias in the data. If the missing values are non-random, then the study 
is not accurately measuring the intended constructs. 
For this study, based on the accuracy of data entry in Survey 1 and Survey 2, there was only a 
small number of missing values, making it likely that they were random missing values. They 
occurred because the respondent was tired and not paying attention or the respondent missed 
the question. Random missing values may also occur through data entry errors. The researcher 
created composites variable by averaging all indicators together into one new variable. This 
composite variable will not have missing values because it is an average of the existing data. 
Pair-wise deletion was conducted to maximise all data available by an analysis by analysis 
basis. This technique is typically preferred since it increases power in the analyses (Peugh and 
Enders, 2004).   
5.3.3. Assessment of Normality  
According to Casella and Berger (2002), a normal distribution is a symmetric bell-shaped 
curve defined by two things: the mean (average) and variance (variability). The assumption of 
normality is a prerequisite for many inferential statistical techniques (Coakes, 2013). The 
central idea behind statistical inference is that as sample size increases, distribution of data are 
expected to be normal. Most statistical tests rely upon the assumption that the data is ‘normal’. 
Tests that rely upon the assumption or normality are parametric tests. These tests were aimed 
to increase the chances of providing significant results.  
Coakes (2013) identifies a number of different ways to explore the normality graphically which 




normal plot. Furthermore, a number of statistics are available to test normality that includes 
Kolmogorov-Smirnov and Shapiro-Wilk statistics, skewness, and kurtosis.  
Skewness and kurtosis were used in this study to assess the normality of the data. Skewness is 
a measure of the asymmetry of the probability distribution of a real-valued random variable 
about its mean (Joanes and Gill, 1998). Skewness is normal when it involves a perfectly 
symmetric distribution. On the other hand, kurtosis is a measure of whether the data are peaked 
or flat relative to a normal distribution (Joanes and Gill, 1998). Kurtosis is normal when it 
involves a distribution that is bell-shaped and not too peaked or flat. To examine the skewness 
and kurtosis, the study conducted descriptive statistics analysis as presented in Appendix 5 for 
all 231 completed questionnaires in Survey 1 and all 228 completed questionnaires in Survey 2 
using the mean score of components of dependent, mediating and independent variables.  
When applying Standard Maximum Likelihood methods of estimation, it is considered 
necessary that normally distributed data are used. In order to evaluate the skewness, a +2/-2 
guideline was applied, whilst to evaluate kurtosis in the data, a guideline of  +5/-5 was adopted. 
Kline (2010) asserts that skewness values over 3 commonly indicate extreme skewness, while 
conservative estimates of kurtosis are often considered extreme if over the value of 8. Using 
these parameters, it can be observed that the data in Survey 1 and Survey 2 all fitted within the 
parameter, with the exception of three variables (Appraisal and Recognition 1 and Affective 
Commitment to Change 2 in Survey 1 and Appraisal and Recognition 4 in Survey 2), which 
were Item#24, Item #48, and Item #27. The skewness of these items showed some degree of 
negative skews, but still remained inside the stated parameters. However, these items showed 
kurtosis values outside the stated parameters, which were 5.360, 4.167, and 3.847 respectively. 




values. Moreover, in the other survey, the kurtosis values of these three items laid inside the 
stated parameters. Thus, these items were not removed from further analysis.   
5.3.4. Identification of Outliers 
A further attempt was made to identify the specific cases with multivariate outliers. 
Multivariate outliers are cases with an unusual combination of scores on two or more variables 
(Tabachnick and Fidell, 2007). The discriminant function analysis using Mahalanobis distance 
was computed to identify outliers. As prescribed by Tabachnick and Fidell (2007) as shown in 
Table C.4 of their book, the data analysis shows any value exceeding χ2(16) equals 39.252 
(<.001) is identified as an outlier. There were eight cases in Survey 1 and two cases in Survey 
2 respectively had values exceeding 39.252.  
Since only ten cases in the data from both surveys were found as outliers, it can be considered 
as an insignificant number in terms of ratio of the variables (Hair, et al., 1998). Thus, an 
exclusion of these ten cases will not affect the generalisability of the findings. These ten cases 
were excluded from both surveys. As a result of recommended data screening procedure, a 
total of 223 valid cases from Survey 1 and 226 valid cases from Survey 2 satisfied a very good 
case-to-variable ratio for confirmatory factor analysis (Tabachnick and Fidell, 2007). 
Additionally, these useable final sample sizes also satisfy the recommendation of 200 or more 
in sample for any complex structural model analysis (Hulland, et al., 1996).  
5.4. INTERNAL CONSISTENCY AND RELIABILITY TEST 
According to Tavakol and Dennick (2011), internal consistency describes the extent to which 
all the items in a construct measure the same concept and hence it is connected to the inter-
relatedness of the items within the test. They further state that internal consistency should be 




to ensure validity. In addition, reliability estimates the amount of measurement error in a test. 
During the reliability test, inter-item correlations can be conducted which are considered as 
further evidence of internal consistency of the measures. 
The proposed model in this study utilised the similar Likert-scale questionnaires for Survey 1 
and Survey 2 and consisted of 16 constructs. In order to obtain an understanding of the internal 
consistency measurement of the scales of each questionnaire, the Cronbach’s α (alpha) 
reliability coefficient was assessed (Allen and Yen, 2002). Cronbach’s alpha is most 
commonly used in the multiple Likert questions in a survey that form a scale. The current study 
outlines that a Cronbach’s alpha value of >.90 is excellent, >.80 is good, >.70 is acceptable, 
>.60 is questionable, and >.50 is poor (George and Mallery, 2003). The results of Cronbach’s 
alpha coefficient in the current study are presented below in Table 5.2.  
Table 5.2 
Construct Reliabilities  
 





N = 223 
SURVEY 2 
N = 226 
Cronbach’s α Acceptability Cronbach’s α Acceptability 
1 Workplace Morale 4 .871 Good .887 Good 
2 Supervisor Support 5 .822 Good .841 Good 
3 Participative Decision Making 5 .900 Good .902 Excellent 
4 Role Clarity 4 .864 Good .910 Excellent 
5 Professional Interaction 5 .866 Good .842 Good 
6 Appraisal and Recognition 5 .854 Good .830 Good 
7 Professional Growth 5 .814 Good .840 Good 
8 Goal Congruence 4 .849 Good .880 Good 
9 Workplace Distress 5 .949 Excellent .923 Excellent 
10 Excessive Work Demands 4 .907 Excellent .751 Acceptable 
11 Affective Commitment to Change 5 .817 Good .745 Acceptable 
12 Continuance Commitment to Change 5 .925 Excellent .917 Excellent 
13 Normative Commitment to Change 5 .812 Good .623 Questionable 
14 Compliance 4 .830 Good .842 Good 
15 Cooperation 4 .849 Good .540 Poor 
16 Championing 4 .787 Acceptable .657 Questionable 
The results of Cronbach’s alpha reliability analysis show that all of the construct measures in 




These three construct measures show moderate reliability scores and are kept for further 
verification using Confirmatory Factor Analysis (CFA). Using all measurement indicators and 
constructs, CFA was conducted in this study and is discussed in the following section.  
5.5. MEASUREMENT DEVELOPMENT 
This section focuses on some interrelated statistical techniques usually used to analyse the data 
as a supportive tool. These techniques include structural equation modelling (SEM) and 
confirmatory factor analysis (CFA) that are used to examine the covariation among the 
observed variables and path relationships between the hypothesised variables (Schreiber, et al., 
2006). Many of the rules of interpretation regarding assessment of model fit and model 
modification in SEM apply equally to CFA.  
Crockett (2011) asserts that SEM is a collection of statistical techniques that allows researchers 
to assess empirical relationships among directly observed variables and underlying theoretical 
constructs (i.e., latent variables). In research methodology, the term “latent variable” is referred 
to a factor to describe unobserved variables. Information about latent factors is therefore 
obtained through observable variables. Observed variables are also termed a measure, indicator 
and manifest. Researchers practically use a square or rectangle to designate them graphically 
(Schreiber, et al., 2006). As an example of an observed variable, the responses to aLikert-
scaled item, ranging from 7 (strongly agree) to 1 (strongly disagree), were used this study. 
The SEM analysis consists of a series of five sequential steps: model specification, model 
identification, model estimation, model testing, and model modification. Model specification 
involves the specification of a theoretical model that utilises applicable, related theory and 
research to determine the latent and observed variables of interest and the relationships among 




producing actual results that can be estimated in SEM analysis. Model estimation involves 
estimating the parameters of the theoretical model in such a way that the theoretical parameter 
values yield a covariance matrix as close as possible to the observed covariance matrix. Model 
testing entails the analysis of both the measurement and structural models in order to determine 
the global fit of the entire model and the fit of individual model parameters. The final step, 
which is model modification, involves using theory trimming or the addition of new 
parameters to attempt to improve the theoretical model’s fit to the data.  
CFA is a powerful tool to test whether measures of a construct are consistent in terms of 
exploring the domain of the construct (Kline, 2010). As such, the objective of confirmatory 
factor analysis is to examine whether the data fit a hypothesised measurement model. Sucha 
model should be based on theory or previous research. In reporting the results of a CFA, such 
studies should also describe a) the proposed models, b) any modifications made, c) which 
measures properly identify each latent variable, d) correlations between latent variables, and e) 
any other pertinent information, such as whether constraints are used (Jackson, et al., 2009).  
Most statistical methods normally utilise one statistical technique to determine the significance 
and magnitude of the analysis. Fit statistics should be evaluated to check whether the proposed 
model fits well to the data or not, or whether any modification is required to increase fit. Byrne 
(1989) recommends that any modification by omitting paths not included in the original 
conceptualisation of the model must be based on existing theoretical considerations or 
possibilities. Once modifications have been completed, the researcher realises that the analysis 
has moved from confirmatory to exploratory. The researcher re-specifies the model when 
parameter estimates are statistically non significant. This procedure typically improves the fit 




According to Holmes-Smith et al. (2004), there are three types of model fit statistic, which are 
(1) absolute fit indices, (2) incremental fit or comparative fit indices, and (3) indices of model 
parsimony. In each of these types, there is an abundance of different fit indices available in the 
model fit statistics and wide disparity in agreement on not only which indices to report, but 
also what the cut-offs for various indices actually are. Cut-off values should be explicitly stated 
when fit measures are used. In addition to examining global fit measures, it is recommended by 
Boomsma (2000) to pay attention to other aspects of model fit such as examining the 
standardised residuals to determine whether specific variables are being accounted for and 
parameter estimates to ensure they have the anticipated signs and magnitudes. 
Brown (2015) contends that CFA should be employed as an antecedent to structural equation 
modelling (SEM) that specifies structural relationships (e.g., regressions) among the latent 
variables. Brown (2015) further argues that when poor model fit is encountered in a SEM 
study, it is more likely that this will be due to misspecifications in the measurement portion of 
the model than from the structural component. Although CFA is not the central analysis in 
SEM studies, an acceptable measurement model fit should be established before estimating and 
interpreting the structural relationships among latent variables. While there are no rules of 
thumb for assessment of model fit, reporting a variety of indices is necessary because different 
indices reflect different aspects of model fit and provide a holistic strength and power to the 
model fit statistics (Saleh, 2006). 
Fit indices 
As previously discussed in Chapter 4, following the recommendations from prior studies, this 
study considers χ2/df (CMIN/DF), RMSEA, IFI, TLI and CFI for evaluating fit indices because 




also utilised the fit indices of χ2/df (CMIN/DF), RMSEA, IFI, TLI and CFI in his study due to 
sample sensitivity and model complexity effect in a developing country context.  
The χ2(chi-square) is a test that indicates the amount of difference between expected and 
observed covariance matrices. A chi-square value close to zero indicates little difference 
between the expected and observed covariance matrices. In addition, the probability level must 
be greater than .05 when chi-square is close to zero. A value of normed χ2 greater than 1 and 
smaller than 2 indicates a very good model fit (Holmes-Smith et al., 2004). Root Mean Square 
Error of Approximation (RMSEA) is related to residual in the model. Byrne (2001) argues that 
this fit index is one of the most informative criteria in covariance structure modelling. Under 
the RMSEA criteria, an acceptable model fit value is .05 or less, and a value of .08 represents 
reasonable errors of approximation in the population (Byrne, 2001). 
In the baseline comparison, incremental fit index (IFI), the Tucker-Lewis index (TLI), and 
comparative fit index (CFI) are widely used to assess the relative improvement in fit to the 
model. Hulland et al., (1996) recommend that IFI, TLI and CFI should have a value between 
zero to one, but the value close to one (e.g., .90 to .95) suggests adequate fit and more than .95 
indicates a very good fit to the model. Furthermore, Kline (2010) also proposes that a value 
close to one (.90 to 1.00) is considered to be adequate to evaluate the incremental fitness of the 
model.  
If model fit is acceptable, the parameter estimates are examined. Hoyle (1995) argues that the 
ratio of each parameter estimate to its standard error is distributed as a z statistic and is 
significant at the 0.05 level if its value exceeds 1.96 (T-value) and at the 0.01 level if its value 
exceeds 2.56 (T-value). Unstandardised parameter estimates retain scaling information of 
variables and can only be interpreted with reference to the scales of the variables. Standardised 




can be used for informal comparisons of parameters throughout the model. Standardised 
estimates correspond to effect-size estimates. 
Given this background of the magnitude of different fit indices, this study found that χ2, 
RMSEA, IFI, TLI and CFI were powerful and thus, applied in this study. The level of model fit 
for each index applied in this study are summarised in Table 5.3 below. These model fit indices 
are used in assessing the initial measurement models, final measurement model and final 
structural model discussed in the sections to follow.  
Table 5.3 
Fit Indices Applied in this Study 
 
Level of Model Fit 
Overall Model Fit 
Model Fit Model Comparison 
Fit Measures χ2/df (CMIN/DF) RMSEA IFI TLI CFI 
Recommended for 
Further Analysis 
>2 >.08 <.90 <.90 <.90 
Acceptable Scale for 
Adequate Fit 
≤2 <.06  
(Reasonable fit up to .08) 
≥.90 ≥.90 ≥.90 
In addition to fit statistics, composite construct reliability was also assessed in this study for the 
single measurement models. Composite construct reliability is another guideline to review 
convergent validity besides Cronbach’s alpha coefficient test which was previously conducted 
in Section 5.4 of this chapter. According to Hair et al., (2010), the recommended acceptable 
value of composite construct reliability is .70. 
5.6. VERIFICATION OF SINGLE MEASUREMENT MODELS AND FIT STATISTICS 
This section presents key findings of the initial measurement model fit along with confirmatory 
factor analysis (CFA). A few important steps precede the actual CFA analysis. According to 
Brown (2015), CFA requires a specification of a measurement model that is well grounded in 
the prior empirical studies. This is because CFA entails more constraints than other 




guide the model specification. The CFA specification would likely be based on a conceptual 
framework (such as the three-component model of commitment to change in this study) and 
prior research of a more exploratory nature (e.g. internal consistency and reliability measures 
that may have led to the refinement of an assessment instrument such as removal of poorly 
behaved indicators).  
CFA is an iterative process by which modifications are indicated in the initial results, and 
parameter constraints altered to improve the fit of the model, if such changes are warranted 
theoretically (Schreiber et al., 2006). If a parameter is freed on the basis of a high modification 
index value, a theoretical defence on the change indicated should be considered in a study, so 
that the final model does not deviate from the initial theoretical model. Similarly, changes in 
parameter constraints and the modification indexes indicating the changes should be reported. 
Brown (2015) suggests that under unacceptable but converged and proper solutions, changing 
or deleting any poor indicators are the preferred basic mechanisms to re-identify and specify 
the model. These mechanisms indicate that deletion of an item and addition of a new path 
indicator are the best approaches to obtain a better fitting model. Any changes or deletion of 
items in this iterative process result in changes in parameters and model fit statistics. The 
number of observed variables should be at least three in each construct for getting good fit of 
CFA (Tabachnick and Fidell, 2007). The logic behind this is that if the model has less than 
three variables, then it may not capture actual phenomena thoroughly or specification of 
domain of the construct will be weak. 
The study analysed three multidimensional constructs, namely organisational climate, 
commitment to organisational change and behavioural support for organisational change. 
Within the organisational climate construct, there were ten construct measures in the 




participative decision-making, (4) role clarity, (5) professional interaction, (6) appraisal and 
recognition, (7) professional growth, (8) goal congruence, (9) workplace distress and (10) 
excessive work demands. Commitment to organisational change consisted of three construct 
measures, namely (1) affective commitment to change, (2) continuance commitment to change 
and (3) normative commitment to change.  Behavioural support for organisational change was 
comprised of three construct measures i.e. (1) compliance, (2) cooperation and (3) 
championing. Altogether there were 16 construct measures in this study.   
CFA was applied to data from both surveys. In this study, CFA was aimed to examine 
underlying constructs or factors that account for associations between subsets of variables and 
to identify how strongly each item is associated with one or more factors (factor loadings). 
Before conducting CFA, the measurement models of each construct were employed to verify 
their fit structure and identify the weak or redundant items in the measures.  
The individual measurement test and suggested modifications are specifically discussed in the 
sections to follow: 
5.6.1. Workplace Morale 
Workplace Morale was measured by four items. All items were subjected to the verification of 
their dimensionality and the adequacy of initial model fit. The results of this analysis 
demonstrate that although the model was a good fit to the data of Survey 1, there were 
unreasonable values of CMIN/DF and RMSEA in the data of Survey 2. Error covariances 
under modification indices suggested that two deletions were necessary to improve the fit. It 
suggested that ‘item 1’ which had the lowest loading should be excluded from the 




Upon the deletion of one item, the model was then rerun using data from both surveys and 
finally manifested significant improvement to the statistical fit. The detailed fit indices of this 
analysis are presented in Table 5.4. The final standardised loadings were also significantly high 
and were above .70. The composite construct reliability exhibits acceptable values of .73 and 
.88 for Survey 1 and Survey 2 respectively. 
Table 5.4 
Summary of Initial Analysis: Workplace Morale 
 
Quest. 








SURVEY 1 2 1 2 1 2 
WM1 I am enthusiastic about my work .540 .599     
WM2 The morale at my workplace is high .735 .844 .828 .842 10.977 14.510 
WM3 My workplace is energetic .878 .901 .891 .952 11.010 15.327 
WM4 My workplace has team spirit .808 .819 .819 .803 10.898 13.842 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Initial 1.210 7.012 .031 .163 .998 .954 .996 .908 .998 .954 
Final .000 .000 .000 .000 1.000 .990 1.000 .981 1.000 .990 
 SURVEY 
Composite Construct Reliability 
1 2 
 .73 .88 
5.6.2. Supervisor Support 
Supervisor Support was measured using five items. However, the results of initial analysis 
indicated that the model was a poor fit to the data and needed modifications as CMIN/DF and 
RMSEA showed unacceptable values. The ‘item 2’ in both surveys and ‘item 3’ in Survey 1 
did not exhibit an acceptable standardised loading and the modification indices showed the 
cause of lack of fit. These two items did not seem to be adequately perceived aspects of 
supervisor support in the organisational climate within the prevailing context. Thus, these two 




should be retained in the measure. Upon deleting the ‘item 2’ and item 3’, the better fitted 
model was identified and fit indices showed enhancement (Table 5.5). The composite 
reliability scores were .70 and .73 respectively. 
Table 5.5 
Summary of Initial Analysis: Supervisor Support 
 
Quest. 






Loadings Critical Ratio 
SURVEY 1 2 1 2 1 2 
SS1 It is easy to approach my supervisors to discuss 
my concerns and grievances 
.790 .709 .789 .744 9.347 7.684 
SS2 My supervisors do not know my problems in 
the office 
-.173 -.372     
SS3 My supervisors are reliable in resolving 
problems at my workplace 
.676 .840     
SS4 There is good communication between the staff 
and supervisors at my workplace 
.863 .892 .931 .811 9.389 7.962 
SS5 Our supervisors are always supportive to 
improve our performance 
.805 .868 .898 .881 9.565 7.723 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Initial 6.927 11.719 .163 .218 .931 .875 .884 .790 .930 .874 
Final .000 .000 .000 .000 .988 .905 .970 .900 .989 .905 
 SURVEY 
Composite Construct Reliability 
1 2 
 .70 .73 
5.6.3. Participative Decision-Making 
Participative Decision-Making was measured by five items. The results were presented in 
Table 5.6. The results of initial analysis showed that the model was a poor fit to both data with 
large χ2 value of 68.844 (df=5, p=0) for Survey 1 and χ2 value of 54.182 (df=5, p=0) for Survey 
2 with unacceptable CMIN/DF and RMSEA scores. Examination of standardised regression 




items are likely to be out of context for DGT employees who hardly ever have a forum to 
express their opinions in the decision-making process.  
On exclusion of ‘item 1’ and ‘item 3’, the model arrived with significant enhancement in fit 
statistics. The composite construct reliability scores were .89 and .84 respectively.   
 
Table 5.6 
Summary of Initial Analysis: Participative Decision-Making 
 
Quest. 








SURVEY 1 2 1 2 1 2 
PDM1 I am happy with the decision-making process in 
my workplace 
.638 .745     
PDM2 There is an opportunity for staff to participate 
in the decision-making 
.937 .909 .949 1.006 21.087 13.879 
PDM3 There are forums at my workplace where I can 
express my views and opinions 
.680 .796     
PDM4 Our decisions making process in relation to 
policies and procedures is participative 
.908 .738 .917 .845 21.160 12.984 
PDM5 Our decision making is shared between 
supervisors and their staff 
.809 .853 .877 .869 15.591 13.559 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Initial 13.769 10.836 .240 .209 .919 .935 .837 .868 .918 .934 
Final .000 .000 .000 .000 .979 .985 .970 .980 .978 .984 
 SURVEY 
Composite Construct Reliability 
1 2 
 .89 .84 
5.6.4. Role Clarity 
Role Clarity was measured by four items. These items were subjected to the initial analysis to 
verify their dimensionality and to examine whether the model was an adequate fit to the data. 
The results of the initial analysis revealed that the model was a good fit to both data of Survey 




χ2 value and acceptable CMIN/DF and RMSEA scores. All four items were considered 
adequate to measure the construct of Role Clarity. 
Using data from both surveys, the initial analysis of the model achieved acceptable level of all 
fit indices as presented in Table 5.7. The composite construct reliability exhibits acceptable 
values of .93 and .82 respectively.  
Table 5.7 
Summary of Initial Analysis: Role Clarity 
Quest. 
Items Item wording 
Final  
Standardised Loadings Critical Ratio 
SURVEY 1 2 1 2 
RC1 I always know the level of authority in my 
workplace 
.905 .632 10.623 7.345 
RC2 I understand about my professional 
responsibilities clearly 
.862 .781 14.837 9.987 
RC3 I am always clear about my colleagues 
expectation in our office 
.700 .968 11.683 11.582 
RC4 I know my role when vague situations are 
arising at my workplace 
.694 .991 7.550 11.681 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Final 1.881 3.162 .032 .098 .980 .995 .941 .985 .980 .995 
 SURVEY 
Composite Construct Reliability 
1 2 
 .93 .82 
5.6.5. Professional Interaction 
Professional Interaction was measured by five items. The initial inspection of the inter-item 
correlations revealed strong and significant correlations among the items (all above .50). These 
items were subjected to an initial analysis to verify their dimensionality and to assess whether 
the model was an adequate fit to the data. The results of the analysis were consistent with all 




analysis of the construct of Professional Interaction suggested that the model was acceptable 
without any modification. As shown in Table 5.8, all items exhibited high loading scores and 
the model exhibited a good fit to the data. The composite construct reliability also indicates an 




Summary of Initial Analysis: Professional Interaction 
 
Quest. 
Items Item wording 
Final  
Standardised Loadings Critical Ratio 
SURVEY 1 2 1 2 
PI1 We are highly cooperative to each other at 
our workplace 
.866 .913 15.371 17.098 
PI2 I receive support from my colleagues 
 
.945 .714 18.744 13.264 
PI3 Staff frequently discuss and share ideas 
about how best to carry out our work 
.806 .732 15.135 13.817 
PI4 Staff can rely on each other for support and 
assistance when needed 
.716 .937 8.145 21.967 
PI5 We have good communication network 
among staff at my workplace 
.742 .762 6.802 9.363 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Final 1.921 1.987 .064 .101 .992 .978 .983 .955 .992 .978 
 SURVEY 
Composite Construct Reliability 
1 2 
 .79 .87 
5.6.6. Appraisal and Recognition 
Appraisal and Recognition was measured by five items. The initial analysis results are 
exhibited in Table 5.9 which indicates that the model was a poor fit to both sets of data and 
needed modification as the cut-off ranges of fit indices are unreasonable in terms of CMIN/DF 
and RMSEA. According to the standardised regression weights analysis, there were items with 




for DGT employees who work in an organisation that does not have a sophisticated 
performance measurement system.  
The re-specification from the initial five items to a three item measure excluding ‘item 1’ and 
‘item 5’ resulted in a single measurement model fit. The composite construct reliability scores 
for this measure were .89 and .85 respectively for Survey 1 and Survey 2.  
Table 5.9 
Summary of Initial Analysis: Appraisal and Recognition 
 
Quest. 








SURVEY 1 2 1 2 1 2 
AR1 I am encouraged at my work by praise, 
thanks, or other recognition 
.752 .322     
AR2 I receive regular feedback on my work 
performance 
.790 .913 .821 .807 9.983 10.301 
AR3 I am happy with the quality of feedback I 
receive on my work performance 
.876 .937 .858 .787 10.829 9.688 
AR4 I have the opportunity to discuss my work 
performance’s feedback with my supervisor 
.690  .729 .768 .795 9.723 9.730 
AR5 There is confidential mechanism that 
provides fair feedback on my performance 
.591 .565     
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Initial 3.995 3.425 .116 .104 .952 .970 .932 .949 .959 .969 
Final .000 .000 .000 .000 .988 .990 .962 .989 .988 .990 
 SURVEY 
Composite Construct Reliability 
1 2 
 .89 .85 
5.6.7. Professional Growth 
Five items were used to measure the construct of professional growth. The initial analysis of 
the five items indicated that the model was a poor fit to the data where the cut-off ranges of fit 
indices were beyond the recommended levels in terms of CMIN/DF, RMSEA, IFI, TLI and 




affiliated with ‘item 1’ which exhibited very low loading in Survey 2. The second suggestion 
was related to ‘item 3’. Although this item was loaded reasonably to the measure, this item was 
found to be responsible for weak fit.  
Finally, after deleting these two items, the measurement model was rerun which manifested 
significant enrichment to the fit to the model (shown in Table 5.10). Furthermore, the 
composite construct reliability scores for this measure were .78 and .77 respectively.  
 
Table 5.10 
Summary of Initial Analysis: Professional Growth 
 
Quest. 








SURVEY 1 2 1 2 1 2 
PG1 I am encouraged to pursue further training and 
development 
.649 .231     
PG2 It is easy to gain access to training courses 
 
.624 .860 .756 .832 8.833 9.564 
PG3 My supervisors take necessary steps in my career 
development and professional growth 
.684 .809     
PG4 Training and development planning in my 
organisation considers my needs and interest 
.771 .856 .848 .857 9.883 9.721 
PG5 There are opportunities at my workplace for 
developing new skills 
.695 .816 .791 .849 8.910 9.757 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Initial 12.297 2.887 .226 .092 .855 .984 .707 .967 .853 .984 
Final .000 .000 .000 .000 .903 .990 .900 .980 .903 .990 
 SURVEY 
Composite Construct Reliability 
1 2 
 .78 .77 
5.6.8. Goal Congruence 
Goal Congruence was measured by four items. The results of initial analysis on these four 
items indicated that the model was a poor fit to the data from both surveys because the cut-off 




RMSEA. Verification of the loadings signified that the standardised regression weight for 
‘item 2’ was low. Therefore, this item was excluded to identify better a fitting model. 
Upon the deletion of the item, the final standardised loadings were within the acceptable level 
and the single measurement model with the retained three items showed comprehensive fit as 
presented in Table 5.11. The composite construct reliability scores for this measure were .69 
for Survey 1 and .80 for Survey 2 respectively. 
 
Table 5.11 
Summary of Initial Analysis: Goal Congruence 
 
Quest. 








SURVEY 1 2 1 2 1 2 
GC1 My personal goals are in agreement with the 
goals of my organisation 
.518 .654 .778 .716 9.324 9.188 
GC2 My organisation’s visions are easily 
understood 
.492 .783     
GC3 My organisation has a clearly stated set of 
objectives and goals 
.976 .924 .930 .964 6.800 8.442 
GC4 There is agreement about the work practices 
at my workplace 
.969 .769 .955 .736 6.859 9.179 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Initial 15.596 9.377 .256 .193 .903 .933 .805 .866 .903 .933 
Final .000 .000 .000 .000 .920 .958 .911 .923 .915 .940 
 SURVEY 
Composite Construct Reliability 
1 2 
 .69 .80 
5.6.9. Workplace Distress 
Workplace Distress was measured by a five item scale. The results of the initial analysis of the 
items indicated that the model was a good fit to the data from both Survey 1 and Survey 2. All 
five items were reverse coded to make them symmetrical with the concept of negative 




examination of inter-item correlation illustrated strong significant correlations among these 
items (all above .50). The initial analysis indicated a good fit of the model to the data. The 
findings confirmed the validity of the model of Workplace Distress with excellent model fit 
statistics for this construct measure as reported in Table 5.12. The composite construct 
reliability scores for this five-item measure were .86 and .89 respectively which were well 
above the acceptable level.  
 
Table 5.12 
Summary of Initial Analysis: Workplace Distress 
 
Quest. 
Items Item wording 
Final  
Standardised Loadings Critical Ratio 
SURVEY 1 2 1 2 
WD1 Staff at my workplace experience a lot of 
stress 
.785 .858 12.987 13.630 
WD2 Staff at my workplace are frustrated with their 
job 
.890 .926 16.872 19.995 
WD3 Staff at my workplace feel anxious about their 
work 
.870 .875 14.491 17.868 
WD4 Staff at my workplace feel depressed about 
their job 
.921 .945 15.622 20.824 
WD5 There is a lot of tension at my workplace 
 
.783 .820 12.717 15.858 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Final 1.029 2.007 .011 .068 1.000 .997 1.000 .992 1.000 .997 
 SURVEY 
Composite Construct Reliability 
1 2 
 .86 .89 
5.6.10. Excessive Work Demands  
Excessive Work Demands was measured using four items. The fit indices suggested a good 
picture with reference to the adequacy of the fit elevated χ2, CMIN/DF, RMSEA, IFI, TLI and 




Survey 1 and Survey 2. No modification was needed as the cut-off ranges of fit indices 
indicated low χ2 value and acceptable CMIN/DF and RMSEA scores. All four items were 
considered adequate to measure the construct of Excessive Work Demands. The composite 
construct reliability was .82 in the data from both surveys. 
 
Table 5.13 
Summary of Initial Analysis: Excessive Work Demands 
 
Quest. 
Items Item wording 
Final   
Standardised Loadings Critical Ratio 
SURVEY 1 2 1 2 
EWD1 Staff are overloaded with work at our 
workplace 
.746 .949 9.423 25.261 
EWD2 Staff feel constant pressure to keep working 
 
.772 .739 10.088 14.903 
EWD3 There is too much expected from the staff in 
our workplace 
.920 .758 11.534 15.647 
EWD4 Our organisation has too much work demand 
 
.965 .953 11.773 27.637 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Final 2.067 2.005 .027 .063 .989 .955 .967 .948 .989 .983 
 SURVEY 
Composite Construct Reliability 
1 2 
 .82 .82 
5.6.11. Affective Commitment to Change 
Affective Commitment to Change was measured by five items. The results of initial analysis of 
the five items indicated that the model was a poor fit to the data with a high χ2 value, 
unacceptable CMIN/DF and RMSEA, and low IFI, TLI and CFI. The initial standardised 
loadings on ‘item 3’and ‘item 4’ were low. These two items represent high expectation on the 
change and leadership support which are not available in DGT. Therefore, the deletion of these 




Upon the deletion of these items, the minimum retained items were used to achieve the fitness 
of the measurement model with the data and the deletion would not affect the content and 
construct validity of the construct as illustrated in Table 5.14. The composite construct 
reliability scores were .92 and .82 respectively for the data from Survey 1 and Survey 2.  
Table 5.14 
Summary of Initial Analysis: Affective Commitment to Change 
 
Quest. 








SURVEY 1 2 1 2 1 2 
ACC1 I believe in the value of this ongoing tax 
administrative reform 
.703 .760 .704 .772 13.326 12.907 
ACC2 Tax administration reform is a good 
strategy for our organisation 
.970 .896 .987 .967 13.264 12.279 
ACC3 The organisation’s leaders are making a 
mistake by conducting this reform 
.313 .168     
ACC4 Things would be better after the 
completion of this reform 
.554 .715     
ACC5 Our tax administrative reform is necessary  
 
.949 .798 .935 .707 13.311 11.196 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Initial 13.129 4.378 .234 .123 .869 .963 .780 .937 .868 .962 
Final .000 .000 .000 .000 .903 .990 .901 .976 .904 .990 
 SURVEY 
Composite Construct Reliability 
1 2 
 .92 .82 
5.6.12. Continuance Commitment to Change 
Continuance Commitment to Change was measured by a five item scale. The results of initial 
analysis are reported in Table 5.15. The results indicated that the model was a poor fit to the 
data with a high χ2 value along with unacceptable CMIN/DF and RMSEA scores. The initial 
analysis suggested that ‘item 3’ was responsible for the poor fit due to the low loadings.  
On exclusion of ‘item 3’, a good fit of the model to the data in Survey 1 was achieved. In 




acceptable level, but a better fit model was identified and all other fit indices showed 
substantial enhancement of the statistical fit to the model. The composite construct reliability 
scores were .94 and .89 for Survey 1 and Survey 2 respectively. 
Table 5.15 
Summary of Initial Analysis: Continuance Commitment to Change 
 
Quest. 








SURVEY 1 2 1 2 1 2 
CCC1 I support the ongoing tax administrative reform .996 .902 .969 .898 37.402 20.303 
CCC2 I feel pleasant to go along with this ongoing reform process .968 .915 .969 .928 37.357 22.057 
CCC3 I have too much at stake to resist our ongoing reform .661 .613     
CCC4 I will be happy if no one opposes our ongoing reform process .839 .918 .827 .916 20.055 21.461 
CCC5 It is not a good option for me to obstruct our ongoing reform .823 .749 .823 .737 19.821 13.877 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Initial 11.712 4.511 .220 .125 .924 .969 .873 .948 .924 .969 
Final .797 2.184 .000 .073 1.000 .997 1.001 .991 1.000 .997 
 SURVEY 
Composite Construct Reliability 
1 2 
 .94 .89 
5.6.13. Normative Commitment to Change  
Normative Commitment to Change was measured by a mixture of five positively and 
negatively worded items. These items were subjected to initial single measurement to verify 
their dimensionality and to examine whether the model was an adequate fit the data. The 
results of initial analysis demonstrated that the model was a good fit to the data of both Survey 
1 and Survey 2. Error covariances under modification indices did not suggest any deletions. All 




The fit indices of this analysis are presented in Table 5.16. The final standardised loadings 
were also at the acceptable level. The composite construct reliability exhibits acceptable values 
of .73 and .88 for the data from Survey 1 and Survey 2 respectively.  
Table 5.16 
Summary of Initial Analysis: Normative Commitment to Change 
 
Quest. 
Items Item wording 
Final  
Standardised Loadings Critical Ratio 
SURVEY 1 2 1 2 
NCC1 I feel a sense of duty to work toward ourreform .705 .954 8.302 24.410 
NCC2 I do not have any right to oppose the change .695 .703 6.772 12.513 
NCC3 It would be irresponsible to resist this reform .728 .749 8.643 15.087 
NCC4 I would feel guilty about opposing this reform .755 .748 8.849 13.314 
NCC5 I am obligated to support this tax reform initiative .783 .906 9.045 23.213 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Final .852 1.370 .073 .041 .974 .941 .956 .900 .974 .940 
 SURVEY 
Composite Construct Reliability 
1 2 
 .82 .86 
5.6.14. Compliance 
Compliance was measured by four items. The results of initial analysis showed that the model 
was a poor fit to the data from both surveys with large χ2 value and unacceptable CMIN/DF 
and RMSEA scores. Examination of standardised regression weights disclosed that ‘item 1’ 
had relatively a low loading. As a result, deletion was an option to improve this single 
measurement model fit.  
On exclusion of ‘item 1’, using three retained items which was the minimum number of items 
required for SEM analysis, the model arrived with optimum enhancement in statistical fit to the 




compliance which they are supposed to measure. The composite construct reliability for this 
measure is .89 for Survey 1 and .82 for Survey 2 which are well above the acceptable level. 
 
Table 5.17 
Summary of Initial Analysis: Compliance 
 
Quest. 








SURVEY 1 2 1 2 1 2 
COM1 I will comply with my organisation’s directions 
regarding the ongoing tax reform 
.515 .616     
COM2 I will obey with new organisational policies and 
systems as a result of our reform 
.880 .771 .873 .729 10.043 9.482 
COM3 I will comply with the significance of our reform 
procedure 
861 .807 .900 .868 12.366 9.505 
COM4 I would happily follow and adopt all reform 
activities 
.649 .691 .709 .727 9.560 9.344 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Initial 17.136 2.608 .270 .085 .837 .981 .671 .962 .836 .981 
Final .000 .000 .000 .000 .900 .991 .900 .977 .900 .991 
 SURVEY 
Composite Construct Reliability 
1 2 
 .89 .82 
5.6.15. Cooperation 
Cooperation was measured by four items. The results of initial analysis indicated that the 
model was a good fit with the data from Survey 1 and a poor fit with the data from Survey 2. 
Verification of the loadings signified that the factor loading for ‘item 2’ was low.. Although 
‘item 3’ has a low loading in Survey 1, but it has a very high loading in Survey 2.Thus, only 
‘item 2’ was excluded to identify a better fitting model. 
Upon the deletion of one item, the minimum retained three items created measurement model 




on the content and construct validity of the measurement. The composite construct reliability 
scores for this measure were .74 and .84 for Survey 1 and Survey 2 respectively. 
Table 5.18 
Summary of Initial Analysis: Cooperation 
 
Quest. 








SURVEY 1 2 1 2 1 2 
COP1 I am willing to support the management team, so 
that the reform can be successfully conducted  
.568 .879 .845 .869 6.775 10.874 
COP2 I am willing to be involved in designing the 
required changes in our ongoing reform 
.846 .240     
COP3 I am willing to cooperate with others in the reform 
activities in our organisation 
.353 .913 .517 .924 5.398 12.743 
COP4 I will encourage others to cooperate in our reform 
activities  
.891 .596 .642 .598 5.700 9.512 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Initial 1.415 7.622 .043 .173 .994. 945 .989. 889 .994 .945 
Final .000 .000 .000 .000 .998 .963 .987 .907 .998 .964 
 SURVEY 
Composite Construct Reliability 
1 2 
 .74 .84 
5.6.16. Championing 
Championing was measured by four items. The initial results exhibited that the model was a 
poor fit to the data because the cut-off ranges of fit indices were far from the recommended 
levels (Table 5.19). Examination of the loadings signified that the standardised regression 
weight for ‘item 1’ were relatively low. This one item was excluded from the final analysis of 
this single measurement model.  
Upon the deletion of this one item, an adequate level of fit between the data in Survey 1 and 
the model was achieved. All the fit indices were in the acceptable level. In Survey 2, although 




enhancement to the statistical fit to the model. The composite construct reliability scores for 
this measure were .68 and .84 respectively.  
Table 5.19 
Summary of Initial Analysis: Championing 
 
Quest. 







Critical Ratio  
SURVEY 1 2 1 2 1 2 
CHA1 I will encourage my colleagues to extend 
their support to the ongoing reform process 
.536 .593     
CHA2 I always encourage both internal and external 
parties to fully support the reform process 
.770 .847 .674 .794 5.800 11.730 
CHA3 I would demonstrate our reform to others and 
will lead as an example 
.518 .546 .533 .530 5.052 7.820 
CHA4 I am confident that this ongoing reform will 
positively impact my job   
.522 .868 .557 .860 5.132 13.325 
Achieved Fit Indices 
Fit Index Χ2/df 
(CMIN/DF) 
RMSEA IFI TLI CFI 
SURVEY  1 2 1 2 1 2 1 2 1 2 
Initial 4.255 10.152 .121 .202 .882 .883 .819 .823 .879 .882 
Final .000 .000 .000 .000 .957 .968 .900 .903 .957 .968 
 SURVEY 
Composite Construct Reliability 
1 2 
 .68 .84 
In summary, it can be concluded from the above analysis that all individual measurement 
models were acceptable and subjected to CFA. Further, it was found that the desired level of fit 
indices as stated in Table 5.3 was achieved by each measurement model. These results 
indicated strong support to the overall measurement model with unidimensionality and 
covering convergent validity of the measures. The measures confirmed all factors were in the 
recommended levels of fit indices and had high standardised loading scores. The next section 
of this study discusses the finding of CFA by combining all the above single measures to verify 




5.7. OVERALL CFA MODEL AND FIT STATISTICS 
Following the examination of individual measurement model fit for all latent variables in the 
proposed model, this section presents the results of the initial and final CFA model to check the 
adequacy and support to the measurement model. The analyses examined the covariance 
structures for all latent variables together (dependent, mediating and independent). Initially, all 
73 items were examined in the overall measurement model. As presented in Table 5.20, the fit 
statistics on these 73 items evidently indicates a weak fit to the data.  
In the process of single factor analyses, 15 out of 73 items have been excluded from the single 
factor models to achieve better fit to the data. Consequently, the final CFA model was tested 
with 58 items that are retained at the individual model test. The model fit statistics of the final 
CFA or overall measurement model test are presented in Table 5.20.  
Table 5.20 
Summary of Initial and Final Overall Measurement Model 
Fit Indices 
Overall Measurement Model 
Initial (73 items) Final (58 items) 
Survey 1 Survey 2 Survey 1 Survey 2 
χ2 (df) 7211.718 (3795) 9170.738 (3795) 2186.173 (1419) 2151.321 (1419) 
CMIN/DF 1.900 2.417 1.541 1.516 
IFI .781 .726 .910 .929 
TLI .766 .708 .901 .919 
CFI .778 .723 .908 .928 
RMSEA .064 .079 .049 .048 
The fit statistics justify the deletion of 15 items from different construct measures. The χ2value 
was reduced by 5025.545 and 7019.417 respectively in both analyses. The modifications 
applied in the individual measurement model also considerably improve the other fit indices in 
the overall measurement model as presented in Table 5.20. The retained 58 items in different 
construct measures suggest reasonable congruity between the data from both surveys and the 





5.8. VALIDITY OF THE CONSTRUCTS 
In assessing the validity of quantitative research instruments, there are two major types of 
validity that needed to be assessed – content validity and construct validity. First, content 
validity refers to the subjective assessment of the measure associated with the face validity for 
an informal evaluation of the scales or factors (Hardesty and Bearden, 2004). In the current 
study, the content validity was examined through consultations with the thesis supervisory 
panel and experts in tax administration in Indonesia and Australia.  
The next concern is construct validity that consists of convergent validity and discriminant 
validity. Convergent validity is defined as the extent to which the scores on one measure are 
related to scores collected from a similar or different measure (Malhotra, 2002). For this study, 
convergent validity check was conducted during the calculation of composite construct 
reliability in Section F. It was found that almost all constructs have the composite construct 
reliability scores above Hair et al.’s (1995) recommended acceptable value of .70. These 
results indicated very satisfactory levels of convergent validity.  
Discriminant validity is defined as the extent to which an item does not relate to the measures 
of other constructs (Malhotra, 2002). In order to determine if discriminant validity was 
supported, correlations between construct measures were investigated using a correlation 
matrix, known as the Implied Correlation Matrix which was derived from CFA using the SEM 
technique. Table 5.21 and 5.22 present the Implied Correlation Matrix based on the data from 
Survey 1 and Survey 2 respectively. Discriminant validity is achieved if the square root of the 
Average Variance Extracted (AVE) is larger than correlation coefficients (Fornell and Larcker, 
1981). Table 5.21 and Table 5.22 show that the discriminant validity was supported in almost 
all cases. According to Campbell and Fiske (1959), due to the size of the correlation matrix 
which includes 120 estimates, some exceptions can occur simply through chance. Therefore, it 





Implied Correlation Matrix – Survey 1 
(Note: The boldface scores on the diagonal are Average Variance Extracted) 
 
 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 
EWD .826                
WD .618 .850               
GC -.111 -.132 .687              
PG -.019 -.045 .419 .698             
AR .042 -.002 .517 .552 .782            
PI .022 -.051 .465 .467 .476 .715           
RC -.061 -.060 .602 .426 .490 .466 .740          
PDM -.093 -.081 .300 .324 .306 .504 .328 .881         
SS -.065 -.087 .487 .631 .572 .644 .421 .539 .776        
WM -.020 -.064 .866 .450 .463 .625 .408 .392 .447 .803       
NCC -.111 -.129 .346 .085 .042 -.010 .081 -.047 .016 .105 .690      
CCC -.151 -.176 .253 .099 .043 .076 .117 .086 .043 -.036 .585 .897     
ACC -.083 -.184 .239 .101 .034 .108 .047 .039 -.017 .006 .577 -.778 .872    
CHA -.029 -.001 .098 .008 .010 -.045 .026 -.040 .014 .055 .326 -.025 -.060 .556   
COP -.039 -.029 .146 .024 .015 -.034 .030 -.045 .009 .068 .458 -.121 .095 .213 .668  
COM -.020 .003 .086 .006 .008 -.043 .018 -.043 .009 .055 .295 -.014 -.064 .183 .198 .796 
Table 5.22 
Implied Correlation Matrix – Study 2 
(Note: The boldface scores on the diagonal are Average Variance Extracted) 
 
 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 
EWD .850                
WD .464 .885               
GC -.236 -.447 .772              
PG -.046 .087 -.123 .846             
AR -.018 -.079 .011 .419 .796            
PI -.076 .088 -.137 .574 .674 .771           
RC -.144 -.155 .587 .129 .052 -.019 .840          
PDM -.192 -.311 .504 -.059 .064 -.058 .244 .840         
SS -.419 -.495 .637 -.109 .030 -.027 .489 .674 .722        
WM -.278 -.321 .696 -.080 -.045 -.116 .473 .496 .878 .856       
NCC -.204 -.250 .321 .057 .138 .060 .297 .090 .448 .262 .796      
CCC -.309 -.339 .384 .054 .123 .025 .326 .172 .613 .357 .871 .871     
ACC -.305 -.308 .318 .071 .110 .018 .275 .122 .502 .281 .746 -.969 .815    
CHA -.304 -.412 .546 -.119 .021 -.060 .358 .526 1.098 .707 .290 -.464 .371 .757   
COP -.279 -.378 .502 -.103 .026 -.050 .334 .472 .998 .641 .314 -.457 .365 .928 .797  




5.9. STRUCTURAL MODEL TESTING AND FIT STATISTICS 
The next important step in the quantitative process was to test the full structural equation 
modelling (SEM). The major attribute that differentiates this structural model phase and the 
measurement model phase is that the focus is on the latent variables themselves, instead of the 
individual indicator variables and the related factor loadings.  
The conceptual model for this study, which was developed in Chapter 2, attempted to examine 
the relationships between organisational climate as the independent variable, commitment to 
change as the mediating variable, and behavioural support for change as the dependent 
variable. This section presents the results of structural model testing using 58reliable and 
validated measurement items for 16 construct measures. In order to achieve parsimonious fit 
between data from both surveys and the theoretical model, the full SEM model along with all 
indicators was tested. The fit statistics for the model reached an acceptable level as exhibited in 
Table 5.23. 
Table 5.23 
Full SEM Model: Fit Indices, Desired Level of Fit and SEM Test Output 
 
Level of Model Fit Overall Model Fit 
Model Fit Model Comparison 
Fit Measures CMIN/DF RMSEA IFI TLI CFI 
Acceptable Scale for Good as 
well as Adequate Fit 
< 2 < .06 >.90 >.90 >.90 
Survey  1 2 1 2 1 2 1 2 1 2 
Composed Model Fit 1.576 1.621 .051 .053 .923 .912 .914 .902 .922 .911 
χ2 (df) in Proposed Model 2293.675 (1455) for Survey 1 2358.462 (1455) for Survey 2 
The model is illustrated in Figure 5.1 for Survey 1 and Figure 5.2 for Survey 2 with the 
estimated standardised regression coefficients. Note that the indicator variables have been 
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GR-squared values: 
 Affective Commitment to 
Change .80 
 Continuance Commitment to 
Change .79 
 Normative Commitment to 
Change .49 
 Compliance .17 
 Cooperation .25 









































5.10. HYPOTHESES TESTING 
In order to answer the research questions, the analytical framework was proposed to test a set 
of hypotheses which was developed in Chapter 2. There are three key sets of hypotheses tested 
in this study, which are: 
H1: Positive organisational climate and negative organisational climate significantly 
contribute to the prediction of affective, continuance and normative commitment to 
organisational change.  
H2:  Affective, continuance and normative commitment to organisational change significantly 
contribute to the prediction of compliance, cooperation and championing as the 
behavioural support for organisational change  
H3: Commitment to organisational change mediates the relationships between organisational 
climate and behavioural support for change.  
The hypotheses were tested in this section using outputs of SEM analysis. The outcomes of the 
hypotheses testing can be seen in the Table 5.24 and Table 5.25. The outcome of the first main 
hypothesised path relationships which consisted of 30 sub-hypotheses using data from both 
surveys can be observed in Table 5.24. Additionally, the outcome of the second main 
hypothesised path relationships which consisted of 9 sub-hypotheses using data from both 
surveys is presented in Table 5.25. A different technique was applied to test the third 




organisational climate as the predicting variable and behavioural support for change as the 
outcome variable. An increasingly popular method of testing the indirect effect is 
bootstrapping (Shrout and Bolger, 2002). Table 5.26 exhibits the all standardised indirect 



























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































It can be seen from Table 5.24 and Table 5.25, the majority of the hypothesised paths outlined 
in the model were supported. As the results of data analysis in Survey 1, it was found that 
employees’ appraisal and recognition did not significantly contribute to the prediction of all 
components of commitment to change, so did two negative organisational climate variables, 
workplace distress and excessive work demands. Continuance commitment to change also did 
not significantly contribute to the prediction of behavioural support for change. In the context 
of Survey 2, it was found that employees’ appraisal and recognition and excessive work 
demands did not significantly contribute to the prediction of all components of commitment to 
change.  
The next step was to test the third hypothesis by constructing confidence interval exhibiting 
the magnitude of the level significance (P value).In theory, the P value is a continuous 
measure of evidence, but in practice it is typically trichotomised approximately into highly 
significant, marginally significant, and not statistically significant at conventional levels, with 
cut-offs at p ≤0.01, p≤0.05 and p>0.10 (Gelman, 2012). Most statistics handbooks present a 
rule of thumb of 0.10, 0.05 and 0.01 significance levels. In this particular testing, the study 
applied the significance level of .10. Researchers like Gagne et al. (2008) who study the 
relationship between organisational commitment and work motivation and Marsden et al. 
(1993) who investigate gender differences in organisational commitment also apply the same 
level of P value.   
The third hypothesis deals with the mediation model of the three main constructs. A mediation 
model seeks to identify and explain the mechanism of the process that underlies an observed 
relationship between organisational climate as an independent variable and behavioural 
support for change as a dependent variable through the inclusion of a third hypothetical 




model makes theoretical claims about causality (MacKinnon, 2008). The model proposes that 
organisational climate causes behavioural support for change and that this effect is totally or 
partially explained by a chain of causality whereby organisational climate causes commitment 
to change which in turn causes behavioural support for change.  
Bootstrapping is used for evaluation of the mediation model in this study. It is the most 
popular method since it does not require the normality assumption to be met and because of 
its accuracy for computing confidence intervals for mediation effect when the mediation effect 
is non-zero (MacKinnon, 2008). 
Table 5.26 and Table 5.27 present the mediating or indirect effect for Survey 1 and Survey 2 
respectively. 
Table 5.26 
Mediating or Indirect Effect – Survey 1 
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From Table 5.26, the mediating or indirect effects on the majority of organisational climate 
variables from the data in Survey 1 on all variables of behavioural support for change are 
significant. However, the effect of workplace morale (-.237), role clarity (-.180) and goal 
congruence on cooperation (-.490) is not significant at the .05 level indicating there is no 






Mediating or Indirect Effect – Survey 2 
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From Table 5.27, the mediating or indirect effects of the majority of organisational climate 
variables on all variables of behavioural support for change are significant at the .05 level. 
However, the effect of supervisor support (-.104), role clarity (-.168), professional interaction 
(-.157), professional growth (-.185) and goal congruence on cooperation (-.497) indicate non-
significant mediating or indirect effect.  
5.11. Summary 
This chapter presented the results of quantitative data analysis using data from both surveys. 
The first discussion was on the sample demographics and the characteristics of the 
respondents along with the data screening to check the missing data, assess the normality and 
identify the outliers. The results of internal consistency and reliability measures were 
exhibited as well. The chapter also presented an assessment on the measurement model, 
starting with the fit indices used in this study, the single measurement models and the CFA 
model or overall measurement model. Another finding included the validity of the constructs 
particularly on the discriminant validity using the implied correlations matrix. The chapter 
concluded with the presentation of structural model testing and hypothesis testing. The results 
of the hypothesised path relationships will be explored in detail in the discussion chapter 











To complement the quantitative data and analysis, the researcher collected and analysed 
qualitative data to help explain why organisational climate variables, tested in the quantitative 
phase, were significant or not significant predictors of employees’ perceptions on 
commitment to organisational change. Thus, the quantitative data and statistical results 
provided a general understanding of what factors contributed to employees’ commitment to 
change. The qualitative data and their analysis secured the needed explanation as to why 
certain factors significantly or not significantly affected the employees’ commitment to 
change. 
The chapter presents the findings from the qualitative analysis of the interview data in a series 
of themes organised under the following key questions:  
(1)  How do positive organisational climates and negative organisational climates relate to 
affective, continuance and normative commitments to organisational change? 
(2) How do affective, continuance and normative commitments to organisational change 
relate to behavioural support for change? 
(3) Do affective, continuance and normative commitments to organisational change 
mediate the relationship between organisational climate and behavioural support for 
organisational change? 
Reporting findings in this chapter depends on textual representation of excerpts from 




and commentary on those excerpts. The researcher believes that presenting quotations of 
interviewee responses helps to provide evidence for the interpretations. It is often argued that 
such quotations offer readers greater depth of understanding (Bailey, 2008). People’s spoken 
words can show the strength of their views or the level of their feelings or, on the other hand, 
their passivity and lack of engagement in ways that the researcher’s own narrative could not.  
The evidence gathered and presented in this study rested on the conceptualisation and 
thematic analysis of all the data, the linkages made and interpretations in relation to other 
factors. Evidence obtained from the interviews gives validity to the analysis especially of the 
causal links proposed in this study. A judgement about whether data analysis is valid is a 
judgement about whether or not it measures, explicates or illuminates whatever it claims to 
measure, explicate or illuminate (Mason, 2002). The analysis, discussion and conclusions in 
this are presented in such a way as to involve assessment of the interpretations of data 
analysis. The study focuses more on the range of explanatory devices that people use to 
understand a situation or event, and less on goals, choices, behaviour, attitudes and 
personality. 
The three main themes are explored separately in the following sections. 
6.2. DOES ORGANISATIONAL CLIMATE SIGNIFICANTLY INFLUENCE COMMITMENT TO 
CHANGE? 
This section presents qualitative data related to the perceptions of interviewees on the 
influence of positive and negative organisational climates on the employees’ commitment to 
organisational change. As previously discussed in Chapter 4, there are ten domains (scales) to 
an individual’s perception of organisational climate (Hart et al., 1996). Eight scales assess 
perceptions of supports: workplace morale, supervisory support, participative decision-




and goal congruence. These eight scales can also be classified into variables with a positive 
valence. The other two scales assess perceptions of demands: workplace distress and 
excessive work demands. These two scales can also be identified as variables with a negative 
valence. Therefore, the scales are Positive Organisational Climate and Negative 
Organisational Climate. The following section presents the results of quantitative data on each 
of the ten variables of organisational climate. 
6.2.1. Workplace Morale 
There are many definitions of workplace morale proposed by researchers. Among the 
definitions, McKnight et al. (2001) describe it as “the degree to which an employee feels good 
about his/her work and work environment” (p.467). Furthermore, some of the factors that 
facilitate to define workplace morale are intrinsic motivation, work meaningfulness and work 
pride (McKnight et al., 2001). A scale developed by Hart et al. (1996) was applied in this 
study to measure five elements of workplace morale, which were enthusiasm, pride in one’s 
work, morale, energy of employees and team spirit.  
Based on the results of quantitative analysis on both surveys data, workplace morale 
contributed significantly to the prediction of affective, continuance and normative 
commitment to organisational change. The majority of DGT officers interviewed expressed 
very similar perceptions on workplace morale. According to them, the level of workplace 
morale was influenced by the period of the reform in which the morale prevailed and the work 
location. A participant stated that DGT was experiencing a decline in the emotional cycle of 
change.  
“Workplace morale at the beginning of the reform was actually quite high. 




Jakarta. It is possibly affected by the dominant older generation in offices 
outside Jakarta. They tend to have less work enthusiasm.” (P5) 
Another related argument was stated by a participant working closely with change 
management who identified the difficulty of maintaining enthusiasm in the tax offices located 
outside the capital city of Jakarta in the island of Java (the most populated island in 
Indonesia). This participant pointed to particular levels of management with more workplace 
morale compared to other levels. 
“Most DGT employees have a positive response with enthusiasm at the 
workplace. However, the organisation should provide more continuous 
motivational sessions. Higher workplace moral is observed in the middle 
management level. They are the ones who maintain the spirit of the staff. 
Nonetheless, in those offices outside Java, it is more difficult to maintain. People 
tend to lose their motivation if they are more than two years located outside 
Java.” (P6) 
These interviewees underscored the human resource (HR) policy in DGT that created an 
inequality in terms of employees’ allocation between Jakarta and other cities in Java on one 
hand and cities outside Java on the other hand. There was a concentration of young and 
energetic employees located in Jakarta. The interviewees also stated that the rotation and 
promotion policy was not established properly and contributed to the problem. It was common 
in DGT that an employee would work for more than two years in a remote area outside 
Jakarta city or Java Island. According to the majority of the interviewees, these conditions 
played a role in the possible flux of workplace morale, especially for employees working in 
the remote areas. The majority of the interviewees claimed that in general, DGT currently was 
able to develop tax offices with well-functioned facilities that eventually generated good 




climate, workplace morale would influence an employee’s commitment to organisational 
change. 
6.2.2. Supervisor Support 
Supervisor support is defined as the supervisor’s positive valuation of the employees’ 
contributions and attention to the employees’ well-being (Rhoades and Eisenberger, 2001).In 
this study, the variable of supervisor support is characterised by the extent to which the 
leaders and managers are approachable, dependable, supportive, know the problems faced by 
the staff and communicate well with the staff (Hart et al., 1996). A leader or a manager with 
high supervisor support is one that makes employees feel heard, valued, and cared about. 
Quantitative data analysis results for both surveys confirmed that supervisor support 
contributed significantly to the prediction of affective, continuance and normative 
commitment to organisational change. All interviewees supported the hypothesis that there 
were positive correlations between supervisor support and all three components of 
commitment to change.  
All interviewees acknowledged that Indonesia had a patrimonial system in the bureaucracy 
and this was reflected in DGT organisational culture. One participant stated that DGT 
employees would tend to obey whatever the top management told them to do. On analysing 
the answers to interview questions, two main issues emerged. These were good 
communication and strong support from the leaders. All interviewees argued that the current 
DGT organisation lacked good communication and strong support from the top management.  
On the issue of communication between the top management and staff, a participant who 




“Many times, the higher levels of management are unable to convey clear 
messages on the objectives and expectation of a certain policy. This creates 
employee dissatisfaction and distrust”. (P9) 
This argument was echoed by a participant who had previous experience working as the head 
of tax offices in Sumatera. This participant asserted that there were many supervisors in DGT 
who only gave orders without clear vision and comprehensible direction to employees. DGT 
management were seen to lack understandable vision, especially the top management in the 
head office and the board of directors (BoD). 
“In terms of the reform, the BoD [Board of Directors] should be the ones who 
initiate the change. They need to clearly state what they decide for the 
organisation, so that those at the middle and lower levels of management and the 
subordinates can easily understand the direction of the change and support it. 
There was an experience with a large-scale IT modernisation project where the 
BoD could not provide a clear decision. The rest of the team was confused and 
the project was not successful.”(P11) 
According to one participant, who had experienced working in tax administration reform from 
its beginning, the situation was different in the past. This participant compared the current 
management of DGT with that during the initiation of the reform.  
“In the past, DGT had stronger leaders. The direction was understandable and 
the process was also clear. Many employees were still reluctant to participate in 
the process, but since the leaders were dominant, they followed the reform. It 
shows that strong commitment to reform came from the leaders.” (P12) 
The interviewees believed that it was the responsibility of the organisation’s leaders to express 
and demonstrate their own commitment to change, and to create conditions that fostered 
commitment within others. The majority of the interviewees maintained that people at the 
higher level should be those who performed their duties based on the organisation’s vision. If 




understand the vision. It is not only about having the vision written on paper, but it is also 
about reflecting the vision in daily behaviours.  
The importance of leadership was mentioned in connection with disputes with taxpayers. 
Nowadays, in many cases, taxpayers were seen to have a tendency to boldly oppose tax law 
enforcement. Nearly half of the interviewees mentioned that the taxpayers managed to obtain 
support from high-profile political and military figures. They even threatened the lives of tax 
employees and their families. According to the majority of interviewees, DGT’s top 
management did not guarantee any assistance and protection for the employees. One 
participant recalled when one regional office head was summoned by the court due to his tax 
law enforcement action.  
“The Director General of Taxes formulates a policy to achieve an increasing tax 
revenue target. From Director General, the instruction to implement the policy 
flows down to head office units and regional offices. At the local offices, the 
implementation may vary significantly. It is up to the head of the regional office 
or the head of the tax office to decide the mechanisms to implement the policy. 
There was a case that a head of a regional office was being called by the court 
because he initiated a tax investigation on a misbehaving taxpayer. The taxpayer 
refused the investigation and challenged the instruction from DGT. This case 
actually de-motivated employees in the field because they did not receive 
sufficient support and protection from the leader.” (P5) 
Due to this problem, there was a perception among interviewees of an increasing number of 
employees leaving jobs in DGT. The interviewees held the top management responsible for 
this occurrence.  
“Many employees resigned because they were not satisfied with the current 
leaders. These employees were aware that they would be highly valued when 
they worked in the private sector. The disappointing condition encouraged them 
to leave since there was no support from DGT top management to develop 
employees’ talent and give them the required protection. Employees who resign 




All interviewees highlighted that strong leadership was very important in the reform 
process. Even for an organisation that had been running well, leadership was still 
important. It was thought that when leadership was not demonstrated, especially in the field 
offices, many questions and much resistance took place that would jeopardise the success 
of reform. Therefore, the supervisor support was seen as significantly influencing the 
employees’ commitment to organisational change.  
6.2.3. Participative Decision-Making 
Participation in decision-making is defined as the extent to which employers permit or 
encourage employees to participate in decision-making in the organisation (Probst, 2005). 
Heller et al. (1998) see participation in decision-making as beingdirect (personal) or indirect 
(through representatives), and rangingfrom weak to strong forms of participation. The variable 
of participative-decision making was applied in this study to measure the extent to which 
staffs were asked to participate in decisions, and given opportunities to express their views 
(Hart et al., 1996). 
From the quantitative data analysis, Survey 1 provided different results compared to Survey 2. 
In Survey 1 for respondents working in the head office in Jakarta, participative decision-
making was not a significant predictor of all three components of commitment to 
organisational change. By contrast, in Survey 2 for respondents working in the field offices 
outside Jakarta, participative decision-making significantly predicted all three components of 
commitment to organisational change.  
Based on the interview results, participative decision-making in DGT was reportedly 
employed in a variety of modes that included delegation of decision-making authority from a 




managers and employees from different hierarchical levels. As an illustration, one participant 
from the public relations unit in the head office stated:  
“DGT has a system to allow participation in decision-making. For example, 
there is a request letter from the taxpayer asking for information. The letter is 
sent to the director, who delegates it to the deputy director, and then to the head 
of section. In the end, the letter is reviewed by the staff. Then the response letter 
is drafted by the staff and verified by each level of management. It reflects the 
participation of all levels in making decision.”(P8) 
As for the delegation of decision-making authority, the majority of the interviewees 
mentioned that, like in any public sector organisation in Indonesia, most decision-making in 
DGT was made by the top management.  
“DGT top management has to ensure that there are channels to accommodate inputs 
from others. Field offices should be more involved in the decision-making process. At 
the moment, certain decisions are still made using the top-down approach.” (P2) 
Another participant also underlined the lack of authority delegation in the decision-making 
processes related to crucial matters.  
“During the process of designing important policies and regulations, decision-
making should be taken collectively, not on an individual basis. We still notice in 
some circumstances, decisions are made based on seniority.” (P6) 
The interview results indicate that DGT did not fully exercise participative decision-making. 
The majority of the interviewees agreed that it was necessary to improve decision-making 
process in DGT. The interviewees also suggested that participative decision-making would be 






6.2.4. Role Clarity 
Role clarity is defined as an employee’s subjective feeling of having as much or not as much 
role relevant information as the employee would like to have (Minda, 1997). The effect of role 
clarity onperformance is revealed in a study by Fried et al. (2003) which shows that the 
employees’ performance increases overtime under higher levels of role clarity. For the 
purpose of this study, a scale developed by Hart et al. (1996) was used to measure whether 
expectations, work objectives, responsibilities, and authority are clearly defined.  
The results of quantitative data analysis for both surveys showed that role clarity contributed 
significantly to the prediction of affective, continuance and normative commitment to change. 
As illustrated by all interviewees, the clarity of roles in DGT was good. There were Standard 
Operating Procedures (SOPs) that regulated daily work.DGT also provided clear job 
descriptions for the employees, but there could be problems. For example, a participant 
working in a large taxpayer’s office (LTO) raised a concern on the lack of strategic focus.  
“The way management delegates the work burdens should be improved. It 
creates unaligned and unfocused policies. The work is overloaded because DGT 
has no clear focus.”(P1) 
As an effect of DGT having a diffuse strategic focus, a participant working in the head office 
described how DGT staff were burdened with numerous informal tasks.  
“There are too many ad hoc works. These additional works come from the top 
level management and they dominate the employee’s current responsibilities. 
Here at the headquarters, mostly we apply the matrix approach in managing an 
institutional transformation project. Yet, other units are not quite familiar with 
it. Field office employees are not willing to do the works without formal job 
descriptions and SOPs. They are afraid of being unprotected when any 




Another participant also emphasised the effect of the occasions when there was non-
availability of formal job descriptions and SOPs.  
“The non-availability of formal job descriptions and SOPs sometimes causes 
problems during an audit done by external auditors. There are different 
interpretations on some regulations about the roles and functions of particular 
positions.”(P8) 
In order to overcome the problems that might arise with the taxpayers and external auditors, 
the interviewees believed that it was important to clarify the roles and responsibilities in the 
workplace. In sum, all interviewees were in agreement that the role clarity was considered as a 
significant contributor to achieve commitment to organisational change.  
6.2.5. Professional Interaction  
Professional interaction concerns the amount of acceptance and support from others, with 
involvement, sharing, good communication and help when needed (Hart et, al., 1996). This 
relational interaction that includes communication and collaborative relationships is one of the 
factors which influence well-being in the workplace (Biggio and Cortese, 2013).  
In this study, the results of quantitative data analysis were similar on both surveys. 
Professional interaction was significantly related to the prediction of affective, continuance 
and normative commitment to change. The interviewees acknowledged this finding. Based on 
their observations in DGT offices all over Indonesia, the professional interaction between 
superiors and subordinates and also among peers was judged by the interviewees to be good.  
“Professional relationships among employees are fundamentally good. I believe 
that support from work colleagues is widely available in our offices.” (P5) 
One participant working in the field office put emphasis on the aspect of good 




“Professional interaction, in terms of building good communication and 
networks, between head office and field offices is the most important one. If this 
is well-maintained, DGT employees will increase their commitment to the reform 
process.” (P1) 
From the qualitative interviews, it was evident that professional interaction was found as a 
significant predictor of affective, continuous and normative commitment to change.  
6.2.6. Appraisal and Recognition 
The HRM practices of appraisal and recognition are related to the quality, and regular 
recognition and feedback on work performance (Hart et al., 1996). Whitener (2001) maintains 
that performance appraisal and compensation processes have regular and powerful effects on 
employees. In terms of organisational commitment, Meyer and Smith (2000) argues that the 
influence of HRM practices (performance appraisal, benefits, training and career 
development) on organisational commitment are largely mediated by psychological factors 
such as organisational support and trust, thus making HRM’s effect on commitment neither 
direct nor unconditional. This argument was reflected in the findings of the quantitative data 
analysis in this study. Both Survey 1 and Survey 2 disclosed no relationship between appraisal 
and recognition and the commitment to organisational change.  
All interviewees expressed their concerns about the poor performance of appraisal instruments 
and an insufficient reward system in DGT. One participant working in the HRM area stated 
that from a Gallup employee engagement survey done in 2010 with 15,000 DGT employees 
as the respondents, the appraisal and reward system was identified as the main problem in 
DGT.  
“This issue is raised due to the problems in formulating a standard for 




is important for DGT to focus on improving the performance appraisal system 
firstly, in order to have the rewards delivered accurately.” (P2) 
According to the majority of interviewees, the appraisal system and regular feedback on 
work performance in DGT were not sophisticatedly designed and properly implemented. 
One participant working in the public relations area thus stated:   
“DGT does not have a strong culture in providing feedback from peers or 
colleagues. The system does not recognise any reports unless they are officially 
administered. For instance, there was an employee with reputed misconduct who 
never received any punishments and thus was clear to be promoted. It gives an 
impression of the organisation’s incapability. There should be a proper 
mechanism to detect misconduct.” (P8) 
Another participant working in strategic planning in the head office observed the difficulty of 
developing a fair and sophisticated individual performance appraisal due to the distinctiveness 
of each area of DGT’s business process, such as tax audit, tax investigation and tax 
objections.   
“The performance appraisal, theoretically, should be cascaded from the 
organisation’s strategic plan to individual level. However, in practice, the 
cascading stops at the unit level and there is a separate system to evaluate 
individual performance. Even in ATO [Australian Taxation Office], performance 
is evaluated until the level of managers, but not all individuals [below them]. At 
DGT, we try to evaluate it to individual level. However, for example, it is 
difficult to evaluate tax auditors’ performance. They work in a team, but their 
work cannot be spread equally. Each member of the team usually conducts a 
number of tax audits. This difficulty is mainly caused by the workload of the 
audit process and flawed timing of the tax audit instruction.”(P10) 
This lack of a refined system to appraise individual performance was also a concern raised by 
another participant working in the IT development area.  
“Ideally there should be a system to evaluate individual performance that could 




Up until now, we are still unable to design this system due to lack of capability. 
There are always risks of moral hazards, so the regulations should be carefully 
designed.” (P3) 
As for the rewards and compensation, all interviewees maintained that there were deep-rooted 
problems in the area, including the type of rewards and the rotation and promotion policy. 
They strongly argued that the rewards and punishment system applied in DGT were not 
related to performance. An interview participant working in the HRM area stated: 
“I believe it is related to our culture. We are not accustomed to provide rewards 
and recognition for our employees. We learned about this area from the results 
of a survey on coaching skills. When the employees are performing well, there 
should be recognition, even though only with words. If there are low-performing 
employees, there should be feedback to encourage them. We still have to improve 
many things in the appraisal and recognitions area. Up until now, we only 
provide recognitions through competitions. We need to locate and solve the main 
problems in recruitment, training and development, and career path.” (P9) 
The type of rewards for the best employees was also a concern for another participant working 
in a small taxpayers’ office (STO) in West Java.  
“The form of rewards expected by employees is not yet clear. Often, the rewards 
provided are not what the employees expect, so they do not consider them as real 
rewards. The system has already been improved, but is not yet perfect. In the 
past, the organisation did not even know who the best-performing employees 
were, but now everyone is informed about the criteria to measure the 
performance. What stay unclear are, first, the type of rewards that do not fulfil 
employees’ expectations, and second, the rewards policy is not always reflected 
in reality.” (P12) 
A further related problem was the rotation and promotion policy. The majority of interviewees 
gave evidence that the rotation and promotion policy was based solely on superiors’ 




thorough assessment to recognise employees’ performance in the past. This problem was 
acknowledged by a participant working in the HRM area. 
“These rotation and promotion problems are actually caused by our recruitment 
system. The recruitment for new employees is done centrally and DGT gets more 
employees from Java with over 50% of them being females. It creates high 
resistance to our rotation and promotion policy, since most of the employees 
prefer to be assigned in their home-base. However, this is not the case for middle 
level management. We found that top and middle management officials who 
worked a long way from the family demonstrated higher commitment to the 
organisation. Therefore, DGT needs to be very cautious in improving the 
rotation and promotion policy.” (P9) 
Throughout the interviews, the importance of appraisal and recognition was a very strong 
message from interviewees. Work recognition is a challenging task for DGT management, 
because the current appraisal system and rewards policy do not seem to answer the needs of 
employees. 
“In general, DGT employees might be confused about the organisation’s policy 
and standpoint in the performance appraisal and reward systems. Many 
employees are not convinced that the systems are fair and proper. They 
intentionally do not want to be engaged in the systems, although some initiatives 
have recently been undertaken. There are award programs for best performers. 
There is also a program that provides money incentives to appreciate those who 
achieve tax revenue targets. There are also employees who are assigned to 
offices based on their home-base. Recently, the organisation is developing a 
system to provide overseas training as a form of incentive. DGT is in the process 
of refining this area. DGT wants the employees to feel comfortable working in 
the organisation.”(P10) 
The responses from the interviewees clearly indicate a perceived positive correlation between 
the appraisal and recognition and the commitment to organisational change. From the results 
of this study, it is apparent that the DGT needs to conduct a great deal of improvement in this 




6.2.7. Professional Growth 
This study applied a measurement developed by Hart et al. (1996) to assess the extent to 
which there is interest, encouragement, opportunity for training, career development and 
professional growth within the organisation. This ‘professional growth’ variable is commonly 
known as ‘training and development’. Training and development is a function of HRM related 
to organisational activity aimed at improving the performance of individuals and groups in 
organisational settings (Harrison, 2005).  
In the quantitative data analysis, both surveys found that professional growth significantly 
contributed to the prediction of commitment to organisational change. The quantitative results 
were fully supported by the interviewees. All interviewees noted that professional growth was 
generally perceived as a significant factor to create employees’ commitment to organisational 
change. Nevertheless, poor infrastructure coupled with the existing gap between the desired 
capacity and quantity of trainers and individual and organisational needs were major concerns 
in training and career development in DGT. 
According to a participant working in the HRM training area, a 2010 survey revealed that 
25% of DGT employees showed disengagement between the competencies they possessed 
and the tasks they conducted. The challenge was how to attend to what the organisation 
required and what the employee needed. It was necessary for DGT to close this gap. An 
interview participant working in a field office provided insight on this issue. 
“Until now, professional growth arrangements in DGT are still unclear. DGT 
has already started to identify this by conducting assessment for all employees. 
In cases, where employees lack certain competencies, they are sent for trainings. 
However, the frequency of training is too low and the training commonly does 
not match the needs of the individual and the organisation. So for the time being, 
professional growth has been recognised by DGT, but it has not been able to 




There were various factors seen as contributing to this training issue. For example, an 
interviewee working in a regional office emphasised:  
“The lack of planning ability within the HRM unit at the head office is one of the 
problems. Due to this deficiency of planning, the timing of employees training 
was not always appropriate. During the period of intense workloads in the 
regional and district tax offices, many training invitations came from the head 
office. Any decisions made in this difficult situation would bring negative impact 
for either the employees or their offices.” (P4) 
Funding was another important factor identified by a participant working in the tax potential 
and revenue area at the head office.  
“The training issue in DGT is more of a funding problem. For example, there are 
7,000 ARs [Account Representatives] in DGT, but many of them have not 
received proper training. I once met representatives from a big IT company. 
They said that a worker in their company should have at least 40 hours of 
training each year. DGT could not provide the proper amount of training 
because DGT does not have enough funding. The existing tax training centre 
under the MoF has limited infrastructure and resources to train DGT employees 
every year. Many times, DGT head office trainers come to field offices to train 
the employees to reduce the cost. This kind of training is actually risky since the 
quality might not be the same as the one provided at the head office. I suppose 
training should be centralised and coordinated by the head office.” (P5) 
Based on this remark, there was an urgent perceived need for DGT to have its own training 
centre, so it could have the flexibility in terms of budget execution to implement training 
programs. If there was a training centre under DGT, DGT employees would have a new 
possibility to focus on a career as a trainer. Highlighting the funding problem, a participant 




“The opportunity for DGT employees to participate in training highly depends 
on the training budget. A lack of human and other resources in terms of quality 
and quantity for conducting and managing the training is also a problem.” (P7) 
To solve the existing problems, DGT intended to standardise the training program, but plans 
were still being formulated, as revealed by a participant working in strategic planning. The 
interviewees confirmed that despite having some problems, training and development in DGT 
is well-advanced compared to other government institutions. Following this comparison, one 
participant working in the field office stated that although it was not adequate, there were 
more opportunities to participate in training and pursue higher education in DGT than 
elsewhere in government. 
A further element of professional growth is career path development. A participant working in 
the HRM area observed that after training and development was completed for an employee, 
the organisation did not provide a clear career path for the employee.  
“I recalled that there was an important meeting to discuss and design a career 
path system with related officials in DGT. The conclusion of this meeting was 
that everyone could be assigned to any position. This is actually not a correct 
conclusion. There should be a clear career path based on a person’s expertise.” 
(P9)  
Supporting this argument, another participant working in the change management area stated:  
“A clear career path mechanism does not exist in DGT. An employee with higher 
education in a particular field of expertise is not assigned to a related proper 
position. It is based mostly on what the person did in the previous position. 
Therefore, the employee’s capability and competency are not fully utilised.” (P6) 
The perceived inadequacy of career paths was also associated with the rotation and promotion 
policy. Since there was no clear career path mechanism, the rotation and promotion policy 




“Rotation and promotion policy does not reflect an appreciation of an 
individual’s performance. Many well-performing employees, who got promoted, 
felt that their promotions were not rewards because they were not placed in the 
offices they wanted. The inadequate career path mechanism fails to properly 
acknowledge this condition. It leads to employees’ de-motivation.” (P4) 
Supporting this opinion, another participant working in the small taxpayer’s office considered 
that:  
“In a career path, there is a job family to identify one’s career path. In theory, if 
your position is in a certain job family, then your career path will not go far 
from that. However, it is not reflected at all in the rotation system. Exceptions 
might exist in certain types of career such as tax auditors and other functional 
positions, because they have a different regulation.” (P12) 
The interviews revealed that a proper career path development was considered essential in the 
HRM area in DGT. Many commented that failure in implementing a clear career path would 
lead to low employee’s motivation. Thus, one participant working in the HRM area remarked: 
DGT is currently designing a system to provide a better career path and rotation 
and promotion system for all employees. There will be a special career path for 
the employees with talent and a regular career path for regular employees. By 
focusing on those with great talent, 80% of the problems in DGT will be solved. 
Hopefully, it will provide a clearer picture of what to achieve in a person’s 
working life. Other things such as strategic goals, internal compliance system 
should also be able to support employees’ performance. A supervisor should 
have competency skill as well as managerial skill in order to be able to guide his 
staff. Currently, many tax officers in the middle management level cannot 
provide guidance to the staff on their future careers. There will be HRM training 
for such officers. We want to make videos to train managers how to handle 
managerial problems in DGT.” (P9) 
The evidence suggests that having a suitable training and development system and a well-




advancement. Putting a comprehensive professional growth plan in place will make the 
employees realise that the organisation values their work over a long term. They will establish 
strong connection with the organisation. In this way, employees become embedded in the 
organisation’s culture. Therefore, there is a positive correlation between professional growth 
and commitment to organisational change. 
6.2.8. Goal Congruence 
The variable of goal congruence is related to the extent to which the goals of the 
organisation’s members are in agreement with workplace goals which are clearly stated and 
easily understood (Hart, et al., 1996). Goal congruence means that the organisation’s members 
strive to achieve goals that are consistent with the goals set by top management (Hilton, 
2002). Incompatible goals among organisation’s members, i.e. divisions and individuals, have 
been identified as a major cause of conflict between an organisation’s members where each 
party pursues individual goals, and competitive behaviour may result in opportunistic 
behaviour (Eisenhardt, 1989).  
The results of quantitative analysis on both surveys showed that goal congruence contributed 
significantly to the prediction of affective, continuance and normative commitment to 
organisational change. However, some interviewees argued that the current DGT organisation 
was perceived as not having a clearly stated set of goals. In addition, the organisation’s vision 
was not easily understood. Supporting this particular argument, a participant working in the IT 
development area stated: 
“I suppose DGT falls behind other countries in terms of organisational change. 
Unfortunately, many of us do not learn from the past. We have problems in 
defining what we really want and need, especially in the IT development area. In 
terms of the efforts to achieve our organisation goals, currently we are being 




planning. Top management does not have a clear vision. The vagueness in our 
organisation goals creates confusion among the lower level of employees.” (P3) 
The burden of informal tasks and functions was also referred to in an interview with a 
participant who considered that additional assignments from the higher institutions such as the 
Ministry of Finance (MoF), hampered DGT in performing necessary jobs to achieve the 
organisation’s goals.  
“There are a lot of ad hoc tasks coming from the external units such as the MoF 
and other related agencies. DGT completely fulfils the additional jobs as they 
require, even though we know that these jobs are not related to the DGT 
organisation’s goals.” (P6) 
Another problem was also raised by a participant who worked in the HRM unit 
regarding the need for each components of the organisation to develop clear goals and 
strategies. This would be useful for the strategic alignment that would facilitate higher 
performance by optimising the contributions of people, processes and inputs to the 
realisation of overall goals.  
“The HRM unit in DGT has started to provide support for the organisation’s 
strategic goals. Unfortunately, some related units do not have comprehensible 
targets and strategies which HRM could support; for example, the expected 
number of tax auditors in the next five years. Currently, 95% of auditors work on 
routine audit and only 5% of them work on special audit to increase tax revenue 
collections. The organisation has a design to employ more auditors to be 
involved in the audit for tax collections. Therefore, these related units should 
have clear targets and strategies which are in alignment with the organisation’s 
goals.” (P9) 
The interviewees provided many opinions as to why it was imperative that all members of the 
organisation should strive for the same ultimate goals in order to be effective. They believed 




the overarching vision. To summarise, goal congruence is a significant predictor of the 
commitment to organisational change.  
6.2.9. Workplace Distress 
The basic concept of distress relates to a mismatch between an individual’s perception of the 
demands being made on them and the perception of the individual’s capability to meet those 
demands (Clancy and McVicar, 2002). Workplace distress reflects a negative perception of 
the workplace and measures whether the employees feel frustrated, stressed, tense, anxious 
and depressed about their work (Hart et al., 1996). The causes of workplace distress can be 
divided into those that arise from within an individual and those that are attributable to the 
work environment (Walonick, 1993). From within an individual can be matters related to 
personal or family issues and financial problems, while work-related factors may include peer 
pressures, complicated tasks and client-related problems.  
From the quantitative data analysis, different results were found from the two surveys. In 
Survey 1, workplace distress was not found to significantly predict affective, continuance and 
normative commitment to organisational change. However, in Survey 2, workplace distress 
was a significant predictor of all three components of commitment to organisational change. 
Accordingly, the majority of interviewees recognised that some DGT employees felt stressed 
and tense about their work. They also agreed that workplace distress might be caused by 
either work or personal factors.  
Work-related stress was mentioned by over half of the interviewees as the most important 
stressor in DGT. In the newly democratic Indonesia, taxpayers expect better service from the 




the changes in the environment. One participant working in a medium taxpayer’s office 
(MTO) highlighted this issue.  
“Stress is related to personal ability and expectation. DGT currently faces 
extremely high pressures from the government and community. This could be 
seen in time constraints. Employees’ ability to cope with them and to perform 
well does not satisfy the demand. They feel incompetent to perform. This would 
create work-related stress.” (P2) 
The following statements from two interviewees provide further compelling evidence to 
support the argument that work-related stress originated from a variety of causes.  
“For field offices, the stress is mostly caused by the pressure to achieve tax 
revenue targets. At the head office, the stress is more related to unfocused work. 
Some additional ad hoc tasks from the MoF and other related agencies, which 
are not directly related to DGT goals, also contribute to the feelings of distress.” 
(P6) 
“Stress can also come from the taxpayers. Nowadays, taxpayers are smarter and 
they are very critical of our policies and regulations. There was this long debate 
over a tax regulation. It was very stressful and time consuming. They were 
frightened to face the consequences since there was no sufficient backup from the 
leaders.” (P4) 
One participant working in a STO shared his view of how to manage work-related stress by 
offering a more comfortable workplace.  
“Tax offices in Indonesia could be considered as uncomfortable places to work 
in because the infrastructure is very limited. In Singapore, the tax office is 
considered to be one of the most comfortable places to work in, because they 
have infrastructure to support their staff. They provide time to relax for their 
employees to relieve stress with sports and an unwinding environment. The 
organisation [DGT] only emphasises on work demands and instructs the 
employees to work overtime. When we compare between these two tax agencies, 
the performance of DGT is not better than our counterpart in Singapore. If DGT 
can adopt a similar policy, then DGT can also reduce the level of stress among 




External factors coming from the personal situations of employees also contributed to 
workplace distress in DGT. Thus, a participant working in the public relations area remarked: 
“The reform era brings pressure to the personal life of a DGT employee. In the 
past, due to lack of internal control, a DGT employee could provide a luxurious 
personal life. Now, when any corruption and collusion are severely punished, an 
employee has to change their lifestyle to a modest level. No wonder, the 
employee becomes stressed. DGT as an organisation, in the past, did not develop 
proper facilities to serve the employees’ needs, like housing or health 
insurance.” (P8) 
Similarly, another participant working in the regional office strongly indicated that in many 
cases, DGT failed to provide benefits and facilities for the employees who lived far away 
from their home-bases.  
“Workplace distress also happens because of the lack of security and facilities 
provided by the organisation. Take Japan and Malaysia for example. When 
employees are being rotated, they only need to carry their bags. Everything else 
is provided by the organisation such as insurance, travel costs and housing. That 
is very different with DGT. Often, the money needed to bring the employee’s 
family to a new place is provided three months afterwards. Other facilities such 
as schools for children and housing are not readily available. It creates high 
stress for employees.” (P4) 
One participant working in the strategic planning area provided a comparative illustration 
between working in Jakarta and working outside Jakarta. This participant contended that 
work-related issues mostly contributed to the workplace distress of the employees working in 
Jakarta, while non-work related issues had a strong effect on distress among the tax office 
personnel working in the field offices outside Jakarta.  
“The workplace distress is quite obvious especially for employees working in the 
big cities. The causes might be different from employees in the remote areas. The 
burden of tax revenue targets from the government may be similar at every 
office. Tax auditors have very high work load especially in Jakarta. They almost 
have no free time. While at tax offices in a small town outside Java, tax auditors 




suffer from stress caused by long distance, far away from their families and 
other factors, such as transportation and housing costs. Sometimes, they are 
stressed when they have to perform audits in remote areas due to the safety and 
poor transportation.” (P10) 
Three interviewees (P4, P9, P12) observed that it was the role of leaders/managers to monitor 
the employees and discuss any unusual behaviour during their daily work activities. A 
participant working in the STO stated: 
 “It is the duty of the leaders and managers to train and encourage their 
staff to perform better. Our organisation is very slow to adapt to the more 
free and curious “Generation Y” who become their employees. The 
leaders/managers should apply the servant leadership principle. They 
should not only demand, but they should also provide facilities to do it. 
Employees will do their best because they know their supervisors will back 
them up.”(P12) 
While the organisation may not be able to control external factors other than provide support, 
according to half of the interviewees, the middle management should be able to control to 
some extent factors at work that may be contributing to employees’ distress. All interviewees 
concluded that there was a negative correlation between workplace distress and affective, 
continuance and normative commitment to organisational change. 
6.2.10. Excessive Work Demands 
Workplace demands are defined as the physical, social, or organisational aspects of the job 
that require sustained physical or mental effort. It is associated with certain psychological 
costs and includes items such as workload, time pressure and difficult physical environments 
(Crawford et al., 2010). Hart et al. (1996) developed a measure to assess the extent to which 




brief, work overload occurs when an individual feels pressured by excessive demand, difficult 
deadlines, and a general inability to fulfil the organisation’s expectations in the time available. 
Based on the quantitative data analysis, excessive workplace demand did not emerge as a 
significant predictor of commitment to organisational change in both surveys. From the 
qualitative interview, many interviewees observed the gap between the policy and regulations 
developed by the head office and the actual conditions in the field. The majority of the 
interviewees discussed the role of an Account Representative (AR) as a particular example of 
excessive workplace demands in DGT. The role of AR originally was to monitor the 
taxpayer’s account and to handle taxpayer’s inquiries. In practice, ARs did most of the work, 
starting from assessing taxpayers’ compliance, moving on to developing taxpayers’ profiles, 
analysing taxpayers’ performance and evaluating tax appeals results.  
The qualitative findings revealed interesting insights into interviewees’ perceptions of 
excessive workplace demands as a particular variable separated from workplace distress. For 
example, a participant who worked as the head of STO in West Java explained this.  
“I am currently leading an office with a very high workload. We have more than 
300,000 taxpayers. This number is the third largest with the second highest tax 
revenue target in Indonesia. The demography of taxpayers shows that more 
individual taxpayers are registered and they require various tax services. Each 
function requires more than one person to handle the workloads. My office is 
always very crowded with taxpayers. I believe it is the result of modernisation. 
The change of organisation structure from tax types-based to functional-based 
had created more work because each function has to be done by different 
people.” (P12) 
One participant working in the field office outlined the main reasons for the current excessive 
workplace demand in such offices.  
“Excessive work demand is basically caused by two factors. On one side, 




the changing of laws/regulations and different tax administration structure. On 
the other side, they also have to create innovations to keep up with the change to 
fulfil future expectations. It creates high demand on workloads, aside from the 
tax revenue target which has already been a burden.” (P2) 
An annual ambitious tax revenue target set by the Indonesian government has always been 
hard to achieve and perceived by staff as contributing to excessive work demands. As one 
participant working in the tax potential and revenue area said: 
Excessive work demands are represented by demanding tax revenue targets but 
with limited human resources in quantity and quality. There are around six to 
seven thousands ARs with 25 million taxpayers. Previously there were only 15 
million taxpayers with a similar number of ARs. This figure shows the increase 
in work demand. There are eventually higher demands for tax services and 
monitoring activities.” (P5) 
There was also an issue of unequal workload distribution among DGT units. The organisation 
had commenced workload analysis a few years earlier, but an interviewee working in a 
regional office believed that the organisation had failed to conduct this workload analysis 
properly.  
At the district tax office, the workload is not equally distributed among divisions. 
Until now, DGT does not have a clear measurement to determine the size of 
workload. It may not be the most proper decision to determine the workload 
based only on the location, number of taxpayers and areas being covered. Some 
small areas in Jakarta may be much more complicated than bigger areas in 
other parts of Indonesia.” (P4) 
Responding to the problem of workplace demand, a participant working in the HRM area 
believed that negative organisational climate related to workloads increased with larger size of 
a tax office because of increasing complexity and work demands. This participant suggested 
that organisational restructuring could be one of the solutions. In addition to the need for 




middle level management to demonstrate a positive attitude toward employees and provide a 
relaxed management style through better quality of communication between superiors and 
subordinates to ease the work burden. All interviewees agreed that excessive work demand 
had a negative correlation with commitment to organisational change.  
In sum, the presentation of qualitative data based on interviewees’ comments provides rich 
information on the DGT employees’ perception of organisational climate and its relationship 
with the commitment to organisational change. Positive organisational climate was found to 
have a positive correlation with affective, continuance and normative commitment to change. 
Some key themes to emerge from the qualitative evidence were related to the variables of 
supervisory support, appraisal and recognition and professional growth. Variations in 
perceptions of workplace morale and participative decision-making were also apparent in the 
qualitative study.  
Negative organisational climate was found to have a negative correlation with affective, 
continuance and normative commitment to change. Both negative workplace climate 
variables, which were workplace distress and excessive workplace demands, were reported as 
occurring in DGT. According to the interviewees, this negative climate may hamper DGT’s 
ability to retain talented individuals and to foster a healthy positive work environment. 
Creating a positive workplace climate with actual potential for advancement will not only 
recognise and cultivate the employees’ professional strengths, but also reinforce the 
connection between the organisation and the employees. As a result, the employees will 





6.3. DOES COMMITMENT TO CHANGE SIGNIFICANTLY INFLUENCE BEHAVIOURAL 
SUPPORT FOR CHANGE? 
In this section, interview data related to the link between employees’ perception of their 
commitment to organisational change and their behavioural support for change are presented. 
The study applied the three-component model of commitment developed by Meyer and 
Herscovitch (2001). They stated that the three components of commitment – affective, 
continuance and normative commitment – should be applicable to the research of other forms 
of workplace commitment. The results from multiple studies indicated that affective and 
normative commitment are associated with more positive outcomes including lower 
absenteeism, higher job satisfaction and higher acceptance of change, while continuance 
commitment produces more negative outcomes related to job satisfaction, performance and 
lower acceptance of change (Iverson and Buttigieg, 1999).  
Herscovitch and Meyer (2002) present a conceptualisation of commitment to change and 
define it as “a mindset that binds an individual to a course of action deemed necessary for the 
successful implementation of a change initiative”(p. 475).They introduce a three-component 
model demonstrating affective commitment to change (ACC), continuance commitment to 
change (CCC) and normative commitment to change (NCC). According to Herscovitch and 
Meyer (2002), these three components of commitment are assumed to have independent 
motivational roots. Hence, they are conceptually separate forms of commitment to change and 
not necessarily correlated. The following section presents the perception of the interviewees 
on each components of commitment to organisational change in DGT and its relationship with 






6.3.1. Affective Commitment to Organisational Change 
ACC is defined by Herscovitch and Meyer (2002) as a desire to provide support for change 
based on a belief in its inherent benefits. They further argue that ACC emerges when 
employees want to support the change. ACC represents the emotional willingness to support 
the organisational change because of the benefits it delivers to both the employees and the 
organisation. ACC is assumed to help foster positive feelings towards change and employees 
are fully engaged to make the change happen. This form of commitment often tends to result 
in positive work behaviours, for example, behavioural support for change (Machin et al., 
2009). 
The results of the quantitative analysis on both surveys data showed that ACC significantly 
predicted all three forms of behavioural support for change. These quantitative findings were 
supported by the qualitative interviewees. All of the interviewees confirmed that a high level 
of ACC would generate a high level of behavioural support for change, especially 
championing behaviour. However, according to all interviews, ACC was the type of 
commitment to change least demonstrated by DGT employees. One interviewee gave the 
following example:  
“If an employee in DGT possesses ACC, there is no need to order him/her 
around to do the jobs. Nonetheless, we can see in the real situation that it is not 
the case. For instance, due to the recent soaring tax revenue targets, ARs are 
expected to use DGT’s updated database to capture tax potential. However, it 
turns out that the level of data usage is quite low. It reflects the low commitment 
of the employees to adapt with a new setting at the workplace.” (P5) 
Two interviewees did, however, illustrate the existence of ACC through the period of reform 




“In the past, at the beginning of the reform process, I sensed a lot of ACC from 
all employees, including from the top-level management. The employees and 
management yearned for a big change and understood the benefits of the reform. 
One of the reasons why DGT established a dedicated internal compliance unit 
was to ensure support from employees.” (P8) 
“At the head office, employees are more into ACC. These are employees who put 
their commitment before their personal needs. These employees truly support the 
organisational change. For instance, during a change campaign event I 
attended, I could see many employees were actually willing to change. They just 
did not have the courage to express it openly.” (P7) 
Despite these indications of ACC, the majority of the interviewees believed that after more 
than ten years of tax administration reform, very few employees demonstrated ACC. A 
participant who had been engaged with the change process since the beginning of the reform 
in 2002 remarked: 
“It is difficult to expect them to display ACC. I suppose an organisation does not 
require all employees to possess ACC. This type of commitment should originate 
from inside an individual. ACC comes with such maturity after going through the 
course of life. Non-ACC type of commitment exists in DGT and it is natural.” 
(P3) 
All interviewees had a similar view to the results of the quantitative data analysis, that ACC 
had a positive significant correlation with compliance, cooperation and championing 
behaviours as providing support for change. According to them, in DGT, ACC was likely to 
be required to ensure high enthusiasm for a change, demonstrated by going beyond what was 
formally required to ensure the change success and for individuals to serve as champions of 






6.3.2. Continuance Commitment to Organisational Change 
CCC refers to recognition that there are costs associated with failure to provide support for 
change (Herscovitch and Meyer, 2002). CCC is demonstrated when employees feel the need 
to support the change because the assumed costs of not supporting the change are perceived as 
too high. CCC is cost based and leads to minimum support for a change initiative. In terms of 
the relationship between CCC and behavioural support for change, previous studies maintain 
that personal sacrifices together with theuncertainty about whether their investments will 
compensate for the change, may lead torather passive behaviour (Machin et al., 1999). 
From the quantitative data analysis, the study showed that CCC in Survey 1 did not have any 
significant contribution to the prediction of behavioural support for change. However, in 
Survey 2, CCC was a significant predictor of behavioural support for change. Responding to 
the results, all interviewees strongly considered CCC as the most displayed form of 
commitment to change in DGT. There was a strong belief that employees’ commitment was 
all about the perceived costs associated withchange.They also assumed employees 
demonstrating CCC were going to engage in actions that did not require enthusiasm forthe 
reform initiative. DGT employees with high levels of CCC were perceived as having too 
much at stake to resist the ongoing tax administration reform.  
“The younger generation of DGT employees are concerned more about 
incentives at work. At present, DGT provides performance measurement that 
leads to incentives. It leads employees, mostly young generation, to think that 
salary is more important than other things. They likely display CCC.” (P3) 
Another participant working in the LTO detected CCC as the need to stay at the organisation, 
because the loss they wouldexperience by leaving it was greater than the benefit they might 




“DGT employees are in CCC form of commitment. They need to engage in the 
change process. The employees will not risklosing their current job, current 
salary and current social network. Like it or not, they do not have a choice but to 
move forward and follow the organisation’s direction.” (P1) 
A further opinion was proposed by another interview participant who had been engaged with 
the reform process since the beginning.He asserted that CCC was mostly observed in field 
offices. CCC developed when employees stood to lose investments or perceived that there 
were no alternatives other than to support DGT reform initiatives.  
“It might be relative to each person how they perceive their commitment to the 
reform. The majority is still in the CCC. The benefit of higher salary, compared 
to other government agencies, is still greatly expected by employees. They tend 
to follow wherever the organisation goes, because they do not want to suffer the 
consequences of resisting change.” (P2) 
The majority of interviewees sensed that commitment to organisational change that was 
caused by the fear of losing the current job and benefits eventually would be negatively 
correlated to behavioural support for change. Employees who displayed CCC tended to apply 
themselves minimally to the change effort, but this meant that in DGT, they were complying 
and cooperating with the management team in terms of change.  
6.3.3. Normative Commitment to Organisational Change 
NCC is formally defined by Herscovitch and Meyer (2002) as a sense of moral obligation to 
provide support for the change. Herscovitch and Meyer (2002) also contend that the 
employees who demonstrate NCC can feel bound to support a change because they believe 
they ought to. NCC reflects the totality of internalised normative pressures to support the 




and interests. In the case of NCC, employees are more likelyto display genuine enthusiasm 
and cooperation because of their loyalty towards the organisation (Gellatlyet al., 2006).  
From the quantitative study, a significant positive correlation between NCC and behavioural 
support for change was found in both surveys. The quantitative results were supported by the 
majority of interviewees. They claimed that many DGT employees demonstrated this form of 
commitment to change.  
“In the past, at the beginning of the reform process, I sensed a lot of ACC, 
including from the top-level management. When the change was gradually 
expanded to cover first the island of Java, the form of commitment was CCC. 
They had no choice, but to follow. This has been particularly acknowledged 
since the current top leader never speaks up about enhancing employees’ 
commitment to the reform program. Finally, at present, it is definitely NCC, 
where the employees feel the obligations without understanding the costs and 
benefits.” (P8) 
Another participant working in organisational development provided a recent example of 
DGT employees displaying NCC toward the current substantial change program.  
“The most current issue is the establishment of an autonomous tax revenue 
agency to replace DGT. Many employees asked questions about how this new 
agency would be. It shows their desire to change. There are other employees 
who think that they lack the skills to be included in the new organisation. These 
employees are becoming those who display NCC. DGT should develop good 
change management to prepare them to perform in the new setting.” (P11) 
The sense of obligation in NCC could also result from age and upbringing. For instance, 
senior employees might not think a lot about the coming change and may want to stay until 





“At first, I assume the ongoing reform has already eliminated those who resist, 
but in fact they still exist. Many of them actually do not want to change, but they 
must, which is NCC. If they are in the middle or high level of management, this 
type of commitment may jeopardise the change success. I even heard and 
observed that there are DGT leaders who demonstrate NCC. It is quite 
heartbreaking that DGT is not as good as we thought.” (P10) 
As for the relationship between NCC and the behavioural support for change, the majority of 
the interviewees remarked that since NCC resulted from a moral obligation and did not 
emerge from positive feelings, then compliance behaviour which was a passive form of 
support for change was expected from DGT employees.  
Based on the interview data, the three types of commitment (ACC, CCC and NCC) were not 
mutually exclusive. According to interviewees, DGT experienced all three forms of 
commitment to change in varying degrees. A participant working in the regional office 
concluded that the majority of DGT employees displayed their commitment to change 
between NCC and CCC. Very few employees demonstrate ACC.  
“From my point of view, there are four types of people when they respond to a 
change. Some will accept, some will explore, some will be reluctant and others 
will completely reject. Those who reject might do so in silence. For DGT, in 
order to foster ACC, a proper monitoring system is needed. It should be able to 
detect misconduct and poor performance, and further, to design a suitable 
reward and punishment system.” (P4) 
According to a participant who worked in HRM, DGT had recently established a new internal 
control sub-unit at every field office. However, many employees felt uncomfortable being 
closely monitored in performing their tasks. According to this participant, DGT also had many 
implementation problems in the area of internal control. DGT conducted numerous 




been evaluated to assess the impacts on employees’ behaviour. DGT spent billions of rupiahs 
on social activities, gatherings and meetings related to internal control, but the effectiveness of 
these initiatives was unclear. 
According to a participant working in HRM, from the employees’ engagement survey, it was 
discovered that the majority of DGT employees exhibited low satisfaction, but demonstrated 
high commitment. There were around 35% of the employees with high satisfaction and high 
commitment, and 25% with both low satisfaction and commitment. The engagement survey 
showed that the majority of employees still had strong commitment towards the organisation’s 
change programs. However, the organisation had not been able to fulfil their needs.  
In sum, all interviewees believed that DGT needed to improve the benefits for the employees. 
Some of the actual schemes proposed by the interviewees included the improvement of the 
career path system and income security after retirement to maintain employees’ commitment. 
The interviewees argued that DGT had to develop a clear career path mechanism and a long-
term retirement saving plans as tools to foster employees’ commitment to organisational 
initiatives. 
6.4. DOES COMMITMENT TO CHANGE MEDIATE THE RELATIONSHIP BETWEEN 
ORGANISATIONAL CLIMATE AND BEHAVIOURAL SUPPORT FOR CHANGE? 
As previously discussed in Chapter 2, from the analytical framework of this study, it was 
hypothesised that commitment to organisational change would mediate the relationship 
between organisational climate as the predictor and behavioural support for change as the 
outcome. Based on the results of quantitative data analysis, the researcher found that 
commitment to organisational change mediated the relationship between organisational 




In the qualitative study, all interviewees were in agreement that positive organisational 
climate and negative organisational climate influenced commitment to organisational change, 
which led to behavioural support for change. According to the interviewees, positive aspects 
of the workplace would be positively related to commitment to change and negative 
organisational climate would have negative relationship with commitment to change. 
Interviewees also maintained that all three forms of commitment to change were correlated 
with behavioural support for organisational change.  
In sum, all interviewees confirmed that it was important for DGT to create an organisational 
environment that would eventually lead to increasing levels of commitment to organisational 
change. All interviewees believed that employees’ commitment to change was a necessary 
condition for the successful implementation of change initiatives in DGT. A high level of 
commitment to organisational change would be manifested in an outcome which was 
behavioural support for change. All interviewees agreed that behavioural support for change 
was necessary because the behaviour that resulted from an employee’s commitment to change 
was an important interest to DGT. With behavioural support for change, it could be expected 
that the change initiatives would be successfully implemented.  
The interviewees indicated that in DGT, the probability of changes becoming established was 
enhanced when employees felt that their leaders and supervisors were supportive and able to 
communicate changes well, when every employee had a clear career path, and when the 
appraisal and recognition of employees’ performance were properly implemented by the 
organisation. Commitment to change was perceived by the interviewees as the mediator that 
played an important role in governing the relationship between organisation climate and 





This chapter presented the qualitative findings based on semi-structured interviews with DGT 
officials regarding the quantitative findings about DGT employees’ perceptions of their 
workplace climate, their commitment to organisational change and their behavioural support 
for change. The first finding was that positive and negative organisational climate affected 
commitment to organisational change. The interviewees emphasised three variables of 
positive organisational climate, i.e. supervisor support, appraisal and recognition, and 
professional growth, and two variables of negative organisational climate, i.e. workplace 
distress and excessive workplace demand. The second finding was that affective, continuance 
and normative commitment to change created behavioural support for organisational change 
to varying degrees. Finally, commitment to change mediated the relationship between 
organisational climate and behavioural support for organisational change. The following 
chapter will present the discussion of the findings based on the results of quantitative and 




















The aim of this chapter is to analyse the findings of the quantitative and qualitative studies 
from the previous chapters. The results of the quantitative study in Chapter Five and 
qualitative study in Chapter Six are integrated and discussed in relation to the research 
questions and general objectives set out in Chapter Two. There are three analytical sections in 
this chapter. The first addresses the key interpretations that can be drawn from the 
relationships between ten components of organisational climate and three components of 
commitment to organisational change. The second section discusses the findings on the 
relationships between the three components of commitment to change and the three 
components of behavioural support for change. The third section focuses on the role of 
commitment to organisational change as the mediator between organisational climate and 
behavioural support for change.  
7.2. THE RELATIONSHIP BETWEEN ORGANISATIONAL CLIMATE AND COMMITMENT TO 
ORGANISATIONAL CHANGE 
As presented in Chapter Two, the first research question is “How do organisational climate 
relate to employee commitment to organisational change?”. Using the results of quantitative 
and qualitative data analysis, this section discusses the findings of this study regarding the 
relationships between the organisational climate variables and all components (affective, 




In prior work, organisational climate has been found to be strongly related to affective 
variables at work, including organisational commitment (McMurray et al., 2004). 
Additionally, previous research has examined individual perceptions of the organisational 
readiness to accept and engage in organisational change (Armenakis et al., 2007; Holt et al., 
2007). In particular, there has been discussion of the influence of organisational climate and 
its variables on employees’ commitment to organisational change (Machin and Bannon, 2005; 
Machin et al., 2009; D’Ortenzio, 2012; Rogiest et al., 2015). Most of these studies have dealt 
with cases that are Western and private sector. It is one of the aims of this research to compare 
the findings of these prior studies with the results of this study’s enquiry in the public sector 
of the non-Western context of Indonesia.  
In this section, the following organisational climate variables and their relationships with three 
components (affective, continuance and normative) of commitment to change are discussed:   
 workplace morale 
 supervisor support 
 participative decision-making 
 role clarity 
 professional interaction 
 appraisal and recognition 
 professional growth 
 goal congruence 
 workplace distress 
 excessive workplace demands 
7.2.1. Workplace Morale  
The study hypothesised that workplace morale would significantly contribute to the prediction 
of all components of commitment to organisational change. The components of workplace 




change process (Hart et al., 2000).Both data sets coming from two surveys representing DGT 
employees working in head office in Jakarta and field offices outside Jakarta display similar 
results. The quantitative data analysis suggested that workplace climate significantly 
contributed to the prediction of affective, continuance and normative commitment to change. 
There was a positive relationship between workplace morale and all components of 
commitment to change. A high level of workplace morale was characterised by a favourable 
working environment that involved enthusiasm, work pride, energy and team spirit. It was 
found that a high level of workplace morale would lead to a high level of commitment to 
change.  
From the qualitative part of the study, a similar perception was obtained from all interviewees. 
They all acknowledged that workplace morale significantly influenced the commitment to 
change and there was a positive relationship between them. However, according to the 
majority of these Indonesian interviewees, the level of workplace morale in the DGT was 
dependent on the stage of reform. It was reported that in the period after the change, the 
employees’ morale was usually low and manifested in denial, culpability and fatigue. The 
majority of the interviewees indicated that there were problems in the communication and 
evaluation of employees’ morale towards change programs. 
Communicating with employees during the change initiative has been found to be vital for 
success (Iverson and Zatzick, 2011). Employees seek understanding of the justification for the 
change initiative, and how the change will be managed. For DGT employees, change 
produced fear of the unknown – an emotional state that can be addressed by management 
communicating changes before, during, and after each milestones of a change program. An 
effective communication system provides employees with accurate information about change 




where the employees are able to express and discuss their opinions. Breaks in communication 
can be perceived as sinister and lead to adverse rumours about the change that can demotivate 
staff. Thus, the study found that it was important to communicate throughout the period of 
change, not just at the beginning. 
Another concern related to workplace morale raised in the qualitative research was the 
evaluation of the change program. DGT management found it difficult to evaluate the success 
of attempts to influence morale during the change program. Although morale is widely known 
in the psychology and human relations literatures as a primary factor governing employee 
effort and thus in determining overall organisation performance, employee morale has 
nonetheless been difficult to quantify (Howitt, 2002). A way for organisations to understand 
employees’ morale toward the organisational change initiatives can be done through employee 
attitude surveys (Hart et al., 2000). Using this technique, DGT management attempted to 
gauge how employees were feeling in their part of the organisation as well as in aggregate. 
With this data, DGT management could then design actions to address emerging morale 
issues.  
Evidence from the literature on Western countries suggests that workplace morale contributes 
to the prediction of commitment to organisational change. For example, in their study on the 
Australian public sector employees, Machin et al. (2009) found that workplace morale 
influenced all three components (affective, continuance and normative) of commitment to 
change. In their meta-analysis study using Canadian sample, Meyer et al. (2002) demonstrated 
that positive aspects of the workplace that included workplace morale were positively related 
to affective and normative commitment. Previous studies also identify several kinds of action 
which are particularly relevant in enhancing the workplace morale to support employees’ 




conditions have been shown to negatively affect employees’ commitment (Tiwari, 2014). 
Accordingly, the extant literature shows similar results to the current study on DGT.  
In sum, ensuring adequate facilities are provided to employees is critical to generating greater 
employee commitment to change initiatives. Based on the findings of this study and evidence 
from the literature, the nature of workplace morale significantly contributes to the prediction 
of commitment to change, but the nature of the relationships is influenced by the emotional 
cycle of change. Employees who possess enthusiasm, work pride, morale, energy and team 
spirit provide strong commitment to organisational change.  
7.2.2. Supervisor Support 
It was hypothesised that supervisor support would significantly contribute to the prediction of 
all components of commitment to organisational change. This variable measured the extent to 
which supervisors were approachable, dependable, supportive and communicative. From the 
analysis of the quantitative data, there was found to be a significant positive influence of 
supervisor support in all components of commitment to organisational change in the head 
office and field offices. A high level of supervisor support involving supervisors being 
approachable, dependable and communicative emerged from the data as leading to an 
increased level of commitment to organisational change.  
The qualitative interview results also strongly supported the importance of supervisor support 
and leadership in creating commitment to organisational change. In addition, the majority of 
interviewees expressed concerns about poor communications skills, ambiguous organisational 
vision and lack of support from DGT senior management. The inability to motivate 




interviewees as leadership barriers to change success. Thus, supervisor support and leadership 
were judged by employees to be of great importance in generating commitment to change.  
Going deeper into the qualitative data analysis, it was found that during change 
implementation, the role of immediate supervisors was particularly important as they could 
provide the relevant information which would positively influence employee attitudes towards 
change. Through effective communication, it was perceived that top management could allay 
staff fears and uncertainty relating to major organisational changes while the immediate 
supervisors could help reduce ambiguities regarding specific structural and job related 
changes. Another concern of staff that emerged from the qualitative interviews was the lack of 
vision and strategies to implement the change. Without a well-articulated vision, the 
interviewees argued that a transformation effort could easily dissolve into a list of confusing, 
seemingly incompatible and time-consuming projects that would go in all directions or 
nowhere at all.  
Another item relating to supervisor support that emerged from the qualitative data was 
employees’ trust in supervisor support. The qualitative data showed that in DGT, there was a 
low level of confidence among the employees on the current leaders. Employees’ trust in top 
management was perceived as one of the important conditions to enable employees to cope 
with uncertain or stressful situations and to deal with the challenges associated with change. 
In addition, trust in the immediate supervisors allowed employees to reduce ambiguities 
regarding new tasks and responsibilities. 
Previous research has discussed the central role of leadership in diagnosing the need for 
change, generating the vision of the future, managing the change and ensuring that the change 
is sustained in the public sector (Fernandez and Rainey, 2006). The present study’s results 




by Rafferty and Griffin (2006) in which supervisor support was considered as a key 
antecedent for successfully implementing change. In their study on Australian public sector 
employees, Machin et al. (2009) also found that supervisor support had a positive relationship 
with all components of commitment to organisational change.  
Another study by Kuipers et al. (2014)who observed that reforms in the public sector are 
typically imposed from the top management, i.e. changes that are ‘made to’ organisations 
rather than changes made by and within organisations, substantiate the critical role of 
leadership and supervisor support in the change process. Additionally, Parry and Proctor-
Thomson (2003), in their study of leadership in New Zealand’s public sector, conclude that 
rules and procedures play only a secondary role in improving the public sector, as the authors 
emphasise the importance of leaders and supervisors in public sector reform.  
The key finding of such studies is the importance of leadership and supervisor support in 
successful change initiatives. In accordance with the prior studies, the current study concludes 
that employees who believe that their leaders and supervisors are enthusiastic and supportive 
about change implementation develop a high level of commitment to organisational change 
and more positive attitudes towards change programs among employees.  
7.2.3. Participative Decision-Making 
This study hypothesised that participative decision-making significantly contributed to the 
prediction of all three components (affective, normative, and continuance) of commitment to 
organisational change. Participative decision-making basically measured the extent to which 
the employees were pleased about the decision-making process, decision-making forums and 
opportunities to express their views (Hart et al., 2000).Based on the results of quantitative data 




working in field offices and head office. In the field offices outside Jakarta, participative 
decision-making significantly contributed to the prediction of all three components of 
commitment to organisational change. On the other hand, in the head office, participative 
decision-making only contributed significantly to the prediction of continuance commitment 
to change, but not affective and normative commitment to change. The findings can be 
interpreted that in the Jakarta head office, participative decision-making was considered by 
the employees as an aspect of the workplace that only influenced continuance commitment to 
change. The findings indicated that employees in the head office were not able to foresee the 
associated benefits and moral obligations of participating in the change-related decision-
making. They only demonstrated continuance commitment to change due to lack of 
alternatives or the perceived personal investments made in the organisation in the form of 
time and effort. 
Qualitative data analysis indicated that half of the interviewees recognised that DGT used 
participative decision-making in a variety of modes that included delegation of decision-
making authority from a supervisor to a subordinate and participation in decision-making in 
groups involving managers and employees from different hierarchical levels. However, half of 
the interviewees thought that DGT did not promote participative decision-making. According 
to the results of qualitative data analysis, change-related decision-making processes in DGT 
always employed a top-down approach. In DGT, decisions were perceived to have been made 
in the organisation with insufficient consideration of the views of all relevant parties. It was 
believed by the interviewees that top-down strategies for change created lower employee 
commitment and collegial interaction necessary to bring about the desired change. For this 
reason, interviewees advocated that a more collaborative approach to decision-making would 




participative decision-making in DGT as inadequate, with minimal involvement of employees 
who could have contributed to better results. Therefore, the interviewees believed that there 
was room for improvement in the area of participative decision-making.  
Earlier research has shown a positive relationship between participative decision-making and 
employees’ commitment to change. A previous study conducted with Australian public sector 
employees by Machin et al. (2009) found that participative decision-making contributed to the 
prediction of all three components (affective, normative, and continuance) of commitment to 
organisational change. In an empirical study of an Israeli multinational company, Sagie et al. 
(2002) conclude that employees’ participation in decision-making increased organisational 
commitment and fostered a higher level of change acceptance during an organisational change 
initiative. Furthermore, Sagie et al. (2002) maintain that although the effect of participative 
decision-making is not high, it is generally positive. In their review of the literature, Crouzet 
et al. (2014) argue that commitment to organisational change is enhanced whenever there is a 
feeling of ownership among employees. This happens when employees believe that the top 
management considers them as important stakeholders in the organisation, that their ideas 
have been taken seriously, and that they are able to contribute to the success of change 
programs.  
The key findings of previous studies are in accordance with the results of data analysis in this 
present study which suggests that participative decision-making in DGT would increase the 
level of commitment and create greater acceptance of organisational change. The study 
confirms that active participation promotes commitment, because the employees develop trust 
in change initiatives and have greater levels of acceptance of change programs. Therefore, for 
DGT, an opportunity for the employees to be involved in and exert influence on the decision-




7.2.4. Role Clarity 
It was hypothesised that role clarity significantly contributed to the prediction of all 
components of commitment to organisational change. Role clarity included aspects such as 
authority, responsibilities and expectations (Hart et al., 2000). The results of quantitative data 
analysis showed that role clarity contributed significantly to the prediction of affective, 
continuance and normative commitment to change in the head office in Jakarta and field 
offices outside Jakarta. There was a positive relationship between role clarity and commitment 
to organisational change. It was found that role clarity in the forms of clear authority, 
responsibilities and expectations at the workplace would generate an increasing level of 
commitment to change.  
Qualitative data analysis also revealed that role clarity in DGT contributed to increasing the 
level of commitment to change. However, as reported by the majority of the interviewees, 
taking on new roles following a change in the organisational structure could become 
problematic when there was a lack of role clarity. The qualitative data analysis found that it 
was difficult for DGT employees to maintain a sufficient understanding of their roles during 
periods of change. The inability of employees to obtain the necessary information to carry out 
their jobs properly in conditions of change was perceived as adversely affecting employees’ 
emotions. It was recognised by the interviewees that during change programs, uncertainty 
about new roles increased feelings of tension and anxiety. 
Furthermore, according to the majority of the interviewees, increasing additional informal 
tasks from other government agencies might also create role conflict since employees were 
given different and incompatible roles at the same time or their role overlapped with another 
employee or work group. Various informal functions in DGT, such as additional new tasks 




felt that it was unfair for them to be asked to do work which was not formally included in their 
job descriptions.  
Research has provided evidence that role clarity can act as an important antecedent of 
employees’ commitment to the organisations as shown, for example, in a meta-analytic 
review by Saks et al. (2007). Role clarity provides employees with experiences of comfort and 
self-competence which are viewed as major drivers of commitment (Saks et al., 2007). 
Mukherjee and Malhotra (2006), in their study among UK telecommunication companies, also 
argue that low levels of role clarity among employees had negative effects on organisational 
commitment. In the context of organisational change, Lynn Herscovitch (as cited in Kalyal, 
2009, p. 30) argues that the employees who experience improvements in role clarity are more 
likely to perceive that the change is beneficial.  
In summary, both at DGT and in comparative international studies, role clarity has been found 
to be positively associated with commitment to change. In the DGT context, role clarity was 
perceived as a significant matter influencing an employee’s ability to adapt to organisational 
change. Data analysis found that improved clarity of roles and responsibilities led to stronger 
commitment to organisational change and a willingness to adapt to changed circumstances. 
This finding for DGT was similar to those found in studies in other countries.  
7.2.5. Professional Interaction 
The study hypothesised that professional interaction significantly contributed to the prediction 
of commitment to organisational change. Professional interaction is defined as a mutual or 
reciprocal action among employees at the workplace in the forms of high level of support, 
cooperation, ideas-sharing and communication (Hart et al., 1996). The results of quantitative 




showed that professional interaction significantly contributed to the prediction of all 
components of commitment to organisational change. It was found that there was a positive 
relationship between professional interactions and commitment to change. It can be 
interpreted that the higher the level of professional interaction among DGT employees, the 
higher the level of commitment to change they will demonstrate.  
The qualitative data analysis confirmed that professional interactions between superiors and 
subordinates and also among peers were good. These professional interactions included things 
such as attention, closeness, being empathetic, nurturing, being approachable, direct contact, 
and providing more opportunities for social activities. Colleagues were perceived to practice 
active listening and apply attentiveness in groups, have genuine and respect for others, and be 
able to provide others with constructive feedback. One of the interviewees highlighted the 
good communication and strong network linking head office to field offices. If this was well-
maintained, it was perceived that DGT employees would continue or even increase their 
commitment to the reform process. 
These results are congruent with the findings of the Machin et al. (2009) study in the 
Australian public service which found professional interaction to significantly contribute to 
the prediction of all components of commitment to organisational change. Another qualitative 
study by D’Ortenzio’s (2012) in a government agency in Australia recommended that 
professional interaction among all levels of employees should be encouraged to create 
opportunities for relationship development whereby commitment and trust would be created 
during organisational change.  
There is a considerable literature that questions the efficacy of exclusively top-down change 
initiative in public sector organisations (Turner et al., 2015). In his book on leadership in 




change processes and practices, are more likely to result in conflict or superficial compliance. 
Top-down policies do not necessarily result in the desired change that the organisation’s 
senior managers want. The participation literature argues that the organisation mustcreate an 
environment whereby employees get to interact and participate in decision-making for policy-
making, planning and implementation. Thus, collegial interaction is seen as a process that 
empowers employees to contribute positively to change-related policies and actions.  
The DGT study confirms that day-to-day professional interaction with colleagues at the 
workplace generally provides the opportunity for motivating each other. DGT can benefit 
from such a positive environment where employees become committed to each other, and 
eventually such an agreeable organisational climate leads to a higher level of commitment to 
the organisation’s change initiatives.  
7.2.6. Appraisal and Recognition 
The study put forward a hypothesis that employee’s performance appraisal and recognition 
significantly contributed to all components of commitment to change. However, the 
quantitative analysis of DGT data found that appraisal and recognition as a positive 
organisational climate variable did not significantly contribute to the prediction of 
commitment to organisational change. This suggests that any changes in the level of 
employees’ perception on the appraisal and recognition would not provide any effects on the 
level of employees’ commitment to organisational change. Thus, the quantitative analysis in 
this study suggests that the influence of the human resource management (HRM) practices of 
appraisal and recognition on commitment to change is largely mediated by other factors. 
Qualitative data analysis demonstrated contradictory findings and did not support the 




with good quality feedback and regular recognition of good work performance were perceived 
as important contributors to promoting commitment to organisational change. All 
interviewees believed that there was a significant positive relationship between appraisal and 
recognition and commitment to change. Nevertheless, they also pointed to existing poor 
performance appraisal instruments and unsatisfactory reward systems in DGT. From the 
qualitative data analysis, it was found that the appraisal and reward system was identified as 
one of the main problems in the organisation. Thus, qualitative data of this study provided 
evidence of the importance of appraisal and recognition in promoting employees’ 
commitment to organisational change.  
Existing literature provides examples and explanations on the different results derived from 
the quantitative and qualitative data analyses of this present study. Similar to the results of the 
DGT quantitative data analysis, Meyer and Smith (2000), in their study on Canadian context, 
argue that the influence of HRM practices on organisational commitment is largely mediated 
by psychological factors. These factors are organisational support and trust. Thus, the 
relationship between HRM practices (e.g. performance appraisal, compensation and benefits) 
and organisational commitment is neither direct nor unconditional (Meyer and Smith, 2000). 
This argument adds to the growing body of evidence that there may be a disconnect between 
the HRM practices that are perceived by employers and senior management as leading to high 
performance, such as performance measurement and career development, and those that 
appear to be valued by employees, such as rewards and financial compensation. Conway and 
Monks’ (2008) study on Irish health workers found that only HR practices valued by 
employees appear to be linked to outcomes such as commitment to change. They found that 
other HR practices like appraisal and feedback appear to have no relationship with 




By contrast to the negative evaluations of HRM practices’ potential impact on commitment to 
change, Machin et al.’s (2009) study of Australian public sector employees found that 
appraisal and recognition significantly contribute to the prediction of all components of 
commitment to change. Additionally, an empirical study from Turkey by Bal et al. (2014) 
identified a strong relationship between HRM practices and organisational commitment. 
According to Bal et al. (2014), effective HRM practices such as recruitment, performance 
appraisal, reward and compensation increase organisational commitment. 
The paradox between DGT quantitative and qualitative data reflects very different findings. In 
particular, the quantitative and qualitative methods have captured different aspects of the 
phenomenon. While the quantitative method is concerned in establishing correlations between 
variables, the qualitative method complements the quantitative method with the ability to 
understand the complexity of individuals’ behaviour within the study framework by 
interpreting their perceptions on a particular aspect. Thus, the potential for divergence in the 
findings is evident in this particular context of appraisal and recognition. 
The contrasting findings were also found in other studies. There is no agreement among 
scholars whether there is a significant direct relationship between appraisal and recognition 
and commitment to change or the relationship is indirect and mediated by other factors. This 
suggests that future study should closely investigate the effects of performance appraisal and 
recognition system on employees’ commitment to organisational change.  
In sum, the current study confirms that specific attention needs to be paid to the role of 
appraisal and recognition during organisational change. Work performance appraisal and 
recognition are perceived as playing a critical role in creating positive employee perception of 




7.2.7. Professional Growth 
The study hypothesised that professional growth significantly contributed to the prediction of 
all components (affective, continuance and normative) of commitment to change. The variable 
of professional growth in this study measured the extent to which there was encouragement, 
access, active interest, individual consideration and opportunity toward professional growth. 
In the quantitative data analysis, both surveys of employees working the head office and field 
offices found that professional growth significantly contributed to the prediction of all 
components of commitment to organisational change. There was a positive relationship 
between professional growth as a positive organisational climate variable and commitment to 
organisational change. A high level of professional growth in the forms of encouragement, 
opportunity for training and career developments within the organisation were seen to lead to 
a high level of commitment to change. 
The results of qualitative data analysis supported the quantitative findings. All interviewees 
also maintained the significant influence of professional growth activities like training and 
career path planning on employees’ commitment to organisational change. However, all 
participants strongly emphasised the DGT’s limitations in providing this particular component 
of organisational climate. They identified poor training infrastructure coupled with a gap 
between the desired capacity and quantity of trainers and individual and organisational needs. 
The qualitative data analysis showed that it was widely believed that DGT should ensure 
training and career development opportunities in order to prepare the employees to deal with 
change and manage stressful situations. It was perceived that having a suitable training and 
development system and a well-defined career path mechanism would empower employees 




The findings of the current study are similar with previous studies of the effects of HRM 
practices on commitment (Meyer and Smith, 2000; Meyer et al., 2007). In their study on 
Canadian and Indian samples, Meyer et al. (2007) affirm that training and development are 
important in developing organisational commitment because they facilitate the process of 
affiliation with the organisation as well as making organisational support to the employee 
tangible. In his review of the literature, McElroy (2001) argues that training and development 
enhance affective and normative commitment because they improve an individual’s 
perception of self-importance. Regarding continuance commitment, this happens when a 
connection with new skills acquisition is clearly established. Further, the relationship between 
HRM practices and the three components of workplace commitment is due to the creation of 
the sense of trust, perception of justice and fairness and the employees’ sense of self-worth 
(McElroy, 2001).  
The current study demonstrates that professional growth would increase the self-efficacy of 
DGT employees in dealing with uncertain situations which could lead to resistance and 
withdrawal of support for change. Professional growth will enable DGT employees to 
objectively view the need for change, thereby allowing them to make positive contributions 
towards change programs. The study confirms that the key to using HRM practices in the area 
of training and career path development is to employ practices showing that DGT is interested 
and supportive in building employees’ self-worth and importance.  
7.2.8. Goal Congruence 
The study hypothesised that the organisational climate variable of goal congruence 
significantly contributed to the prediction of all components (affective, continuance and 
normative) of commitment to change. As discussed in Chapter 2, goal congruence was defined 




the needs, demands and goals of the organisation. The results of quantitative data analysis 
showed that goal congruence made a significant contribution to predicting commitment to 
organisational change. The quantitative data analysis in this study found that there was a 
positive relationship between goal congruence and commitment to organisational change. An 
increase in goal congruence would cause an increase in commitment to change.  
From the qualitative data analysis, goal congruence was also identified as an important factor 
for fostering commitment to change. Nevertheless, half of the interviewees put a strong 
emphasis on the need for the organisation to have well-defined goals and alignment of 
strategic goals among units within DGT. The organisation was perceived as having an 
ambiguous set of objectives and goals. It was stated by half of the interviewees that DGT had 
problems in defining the organisation’s vision and goals, especially in the IT development 
area. As a consequence, the existing organisational vision was considered as not easily 
understood by the employees. Confusion among the employees was observed by the 
interviewees due to the vagueness in organisation goals.  
Another concern raised in the qualitative research was incompatible goals among DGT’s 
units. This was identified as a potential cause of conflict among units with each party pursuing 
its own goals with this competitive behaviour possibly resulting in opportunistic behaviour. 
From these findings, well-articulated goals were seen as indispensable and goals alignment 
among units in DGT was necessary in order to succeed in transformation programs. Thus, 
goal congruence was considered essential in fostering commitment to change. 
The evidence from the DGT study fits well with other work on the topic. A quantitative study 
conducted by Machin et al. (2009) on Australian public sector employees found that goal 
congruence contributed significantly to the prediction of all three components (affective, 




American sample, Kristof-Brown and Stevens (2001) found that encouraging team members 
to discuss personal goals early and to converge toward similar goals may have positive 
consequences for members' satisfaction as well as their interpersonal contributions to change 
initiatives. The results also suggest that encouraging an organisation’s members to adopt 
organisation-wide goals has positive consequences for the organisation. In terms of 
organisational change, goal congruence refers to one's assessment as to whether one's 
individual goals are congruent with the goals of the planned change. Chen et al. (2005) found 
in their study on Hong Kong multinational companies that group-organisational goal 
congruence interactively predicts positive behaviours including commitment to change 
initiatives.  
The present study concludes that development of well-defined and understandable 
overarching goals, alignment of the goals across the organisation and explanation to 
employees about the vision are important mechanisms for deepening the understanding of the 
need for change and consequent commitment to change at all levels of the organisation. Thus, 
it is imperative that all members of the organisation strive for the same ultimate goals during 
change implementation.  
7.2.9. Workplace Distress 
The study hypothesised that workplace distress would have a significant negative relationship 
with all components of commitment to organisational change. From the quantitative data 
analysis, contradictory results were found from the two surveys. In the head office, workplace 
distress did not significantly predict commitment to organisational change. However, in the 
field offices, workplace distress was a significant predictor of all three components of 




commitment to change. A higher level of workplace distress where the employees felt 
frustrated, stressed, tense, anxious and depressed about their work indicated an unfavourable 
task environment that would lead to a lower level of commitment to change.  
Some insights into the contrasting results of the quantitative analysis were obtained from the 
qualitative data analysis. All interviewees confirmed that workplace distress had a negative 
relationship with affective, continuance and normative commitment to organisational change. 
But, the qualitative data analysis showed that non-work related issues were assumed to have a 
strong effect on employees’ distress in the field offices outside Jakarta, while work-related 
issues were perceived to contribute to the workplace distress of the employees in Jakarta.  
The qualitative research substantiated that workplace distress in locations away from head 
office was caused by non-work related issues such as long-distance relationships with family 
members and inadequate benefits. Such items were perceived as significantly contributing to 
the lower level of commitment to change for the employees working in the field offices 
outside Jakarta. On the other hand, work-related issues such as tax revenue burden and 
complex taxpayers’ problems experienced by employees in the head office in Jakarta did not 
significantly contribute to lower levels of commitment to organisational change in any 
component.  
Previous research provided contrasting results in the relationship between workplace distress 
and commitment to change. In Machin et al.’s (2009) study, negative workplace climate was 
found to only predict continuance commitment to change in the Australian public sector 
employees. They argue that workplace distress is a detrimental influence on commitment to 
change and reflects an unhealthy working environment. The effect of workplace distress on 
commitment to change is also investigated by Vakola and Nikolau (2005) in their study on the 




employees demonstrate decreased commitment and increased reluctance to accept 
organisational change interventions. Workplace distress in the forms of anxiety, depression 
and frustration are also proven to create employee withdrawal from the change process 
(Kiefer, 2005). Thus, workplace distress which is created by bad work relationships, unfair 
pay and inadequate benefits can cause negative attitudes toward organisational change and, 
thus, hinder change processes. 
Both quantitative and qualitative studies in DGT indicated a negative relationship between 
workplace distress and commitment to change. This is similar to other studies on job stress 
and organisational commitment. DGT quantitative data analysis in particular showed that the 
geographic location of the workplace contributed to the contrasting results. On one hand, 
workplace distress was not found to contribute significantly to the prediction of commitment 
to change in the head office in Jakarta. On the other hand, the significant relationship between 
workplace distress and commitment to change was found in the field offices outside Jakarta. 
In sum, the current study confirms that change management interventions through regular 
open communication and management recognition of staff issues can minimise stress and 
uncertainty about change. The implication of the findings is that leaders and managers should 
make the work areas cohesive, supportive and positive in order to generate higher levels of 
commitment to change. 
7.2.10. Excessive Work Demands 
The study hypothesised that excessive work demands would have a significant negative 
relationship with all components of commitment to organisational change. Excessive work 
demands were characterised by work overload, constant pressure to keep working, and 




study found that there was no significant relationship between excessive work demands and 
all components of commitment to change. It can be interpreted that any level of job demands 
in DGT does not have any significant effect on the level of employees’ commitment to 
organisational change. The quantitative analysis suggests that the relationship between 
excessive job demands and commitment to change was indirect or mediated by other factors.  
The results of qualitative data analysis indicated a very different situation in DGT. Excessive 
work demands were reported to be a significant predictor of commitment to change with these 
two factors being negatively correlated. The interviewees asserted that a high level of 
excessive work demands would decrease the level of commitment to organisational change. 
The interviewees also claimed that public demand for DGT services had continued to rise and, 
hence, DGT staffs were under considerable pressure to provide increasingly more efficient 
and effective services without commensurate increases in resources. This ‘doing more with 
less’ imperative was perceived to have created excessive workplace demand.  
On the one hand, DGT employees were expected to fix problems from the past due to 
amended tax laws and different tax administration structure. On the other hand, they were 
expected to modernise the system and business process to fulfil future expectations. This 
double burden was perceived to have led to increased workloads, a situation exacerbated by 
the growing tax revenue targets that staffs were supposed to achieve. The qualitative data 
results demonstrated that under conditions of excessive work demand, the employees felt 
challenged to complete tasks successfully. The employees unconsciously became less attached 
emotionally towards the organisation. 
The contrasting results of studies of DGT are reflected in previous studies on job demands. 
Research conducted by Llorens et al. (2006) that examined the relationship between job 




employees found that the relationship between job demands and commitment was not directly 
correlated and was mediated by another factor, i.e. job burnout. The finding of Llorens et al.’s 
(2006) study was supportive to the quantitative results of this study where excessive job 
demands did not contribute to the prediction of commitment to organisational change. 
A study on working conditions of Finnish dentists by Hakanen et al. (2008) did demonstrate 
that higher workloads lead to lower work engagement, an attitude that is akin to organisational 
commitment. Ahuja et al. (2007), in their investigation of employees working in American IT 
companies, specifically argue that work overloads generate lower levels of organisational 
commitment. The findings of these studies coincide with the qualitative results of the present 
study.  
In sum, the quantitative and qualitative findings of the DGT study were similar to other 
studies. There is no agreement on whether excessive work demands significantly influence 
commitment to change or not. The general proposition is that there is a negative relationship 
between excessive work demands and commitment to organisational change. Future studies 
need to be done to closely examine job demands and their relationship with commitment to 
change.  
The current study concludes that interaction among employees in DGT is an important way to 
manage excessive workloads. Social interaction concerns openness in communication that 
makes it is easier for employees to express their concerns about facing excessive job demands 
and for colleagues to understand these concerns (LePine et al., 2012). When employees 
maintain strong interactions, the professional network becomes stronger and the employees 
have more opportunities to seek each other’s advice on how to manage excessive workloads. 




may arise with excessive work demands, and makes them less likely to reduce their 
commitment to organisational change.  
Summary of the findings on the relationship between organisational climate and 
commitment to organisational change 
The study of DGT provides insight into the factors that impede or facilitate commitment to 
organisational change in the public sector in Indonesia. The quantitative part of the study 
demonstrated that all positive organisational climate variables (except appraisal and 
recognition) significantly contributed to the prediction of all three components (affective, 
normative, and continuance) of commitment to organisational change. On the other side, only 
one negative organisational climate, which was workplace distress, significantly predicted all 
three components of commitment to change. The other variable, excessive work demands did 
not predict any components of commitment to change. 
The results of DGT qualitative analysis strengthened the quantitative findings with the 
exception of appraisal and recognition and excessive workplace demands. The paradox in the 
DGT findings was recognised as a consequence of different methodologies applied in this 
study. The qualitative study complemented quantitative methods. It facilitates deeper 
understanding of the complexity of individual behaviour within the study framework by 
interpreting their perceptions on particular aspects. The qualitative data analysis also found 
some weaknesses of workplace climate in the DGT context as reported by the interviewees, 
particularly on supervisor support, appraisal and recognition, professional growth, workplace 
distress and excessive work demands.  
The majority of DGT findings on the relationship between organisational climate and 
commitment to organisational change are in line with previous studies. Positive work 




normative) of commitment to organisational change. The findings suggest that change-related 
support from the leaders and managers, performance management, training and career 
development are important for successful organisational change in DGT since they act as the 
facilitators for encouraging employees’ commitment to organisational change. DGT is also 
required to create and maintain healthy working environments that could mitigate the negative 
effects of workplace distress on commitment towards the change initiatives.  
7.3. THE RELATIONSHIP BETWEEN COMMITMENT TO ORGANISATIONAL CHANGE AND 
BEHAVIOURAL SUPPORT FOR CHANGE 
Using the results of quantitative and qualitative data analysis, this section discusses the 
findings of the study regarding the relationships between all components (affective, 
continuance and normative) of commitment to organisational change and behavioural support 
for change. Compliance, cooperation and championing behaviours are expected to be the 
resulting behavioural outcomes of the three components of commitment to change 
(Herscovitch and Meyer, 2002). Compliance can be classified as focal behaviour that is any 
course of action to which an individual is bound by his or her commitment (e.g. obeying 
explicit requirements for change),whereas cooperation and championing are regarded as 
discretionary behaviours that include any course of action that, although not specified within 
the terms of the commitment, can be included within these terms at the discretion of the 
individual (e.g. making extra effort concerning the change, encouraging others to support the 
change).Each component of commitment to change is discussed in the following sections. 
These include affective, continuance and normative commitment to change and their 





7.3.1. Affective commitment to change 
It was hypothesised that affective commitment to change significantly contributed to the 
prediction of behavioural support for change. Affective commitment to change is defined as a 
desire to provide support for the change based on its inherent benefits (Herscovitch and 
Meyer, 2002). The results of quantitative data analysis exhibited a significant correlation 
between affective commitment to change and all three forms of behavioural support for 
change, i.e. compliance, cooperation and championing behaviours. The results also showed 
that there were positive relationships between affective commitment to change and 
compliance, cooperation and championing behaviours. It indicates that any increase in the 
level of affective commitment to change among DGT employees could lead to an increase in 
the behavioural support for change.   
The qualitative data analysis demonstrated similar findings, that a high level of affective 
commitment to change would promote focal and discretionary behaviours to support 
organisational change. Despite this agreement with this general proposition, all interviewees 
concluded that affective commitment to change was perceived as the least type of 
commitment to change demonstrated by DGT employees. For example, two interviewees said 
that the existence of affective commitment to change in DGT was only evident at the 
beginning of the reform and that it only partially occurred in the head office in Jakarta and 
field offices outside Jakarta. 
The qualitative data analysis revealed that after fifteen years experiencing tax administrative 
reform, only a small number of DGT employees was perceived to have demonstrated affective 
commitment to change. In fact, according to the interviewees, affective commitment to 
change was the least displayed form of commitment to change among DGT employees. In the 




change programs, realise the importance of the programs and recognise the relevance of 
commitment to organisational change. Qualitative data analysis showed that the lower levels 
of affective commitment were normal since this form of commitment developed with work 
tenure. As a consequence, the interviewees believed that DGT employees manifested their 
support to organisational change in the form of compliance behaviour. 
According to the literature, the most widely discussed form of psychological attachment to an 
employing organisation is affective commitment (Chaudhuri and Bowen, 2007). Herscovitch 
and Meyer (2002) in their account of the behavioural consequences of commitment, also 
found that affective commitment to organisational change is a positive influence on 
employees’ behavioural support for change. In addition, statistical analysis in Machin et al.’s 
(2009) study on Australian public sector employees found positive significant influence of 
affective commitment to change on behavioural support for change. The findings of Baraldi et 
al. (2010) study was congruent and provide support to the quantitative results of this study 
where affective commitment to change was found to positively influence the prediction of 
behavioural support for change. 
The findings of another study by Chaudhuri and Bowen (2007) on the decreased 
organisational commitment in today’s workforce coincide with the qualitative results of the 
present study. Their study concludes by endeavouring to unravel the causes behind the 
decreasing organisational commitment such as insufficient training and development, 
inadequate supervisor support, poor performance measurement and unsatisfactory rewards. 
Chaudhuri and Bowen (2007) recommend that the organisations should focus on developing 
strategies that matter most to the affective form of the commitment as it is seen to be a crucial 
driver in generating tangible long-term benefits, for instance discretionary behaviours to 




Based on the results of the analysis, affective commitment to change was perceived as the 
least type of commitment to change manifested among DGT employees. Consequently, the 
assumed corresponding change-related behaviour in DGT was compliance behaviour, which 
is a passive form of support for change in which an individual exerts minimum effort and 
reluctantly performs the behaviours required to directly support change initiatives. In order to 
improve this condition, DGT needs to increase the levels of affective commitment to change 
by creating a positive workplace climate and developing strategies to foster affective 
commitment to change. Affective commitment to change among DGT employees is required 
to ensure employees’ willingness to work cooperatively with others, to exert extra effort to 
achieve the objectives of the change and to serve as a champion of change.  
7.3.2. Continuance commitment to change 
It was hypothesised that continuance commitment significantly contributed to the prediction 
of behavioural support for change. The quantitative data analysis revealed mixed findings 
between respondents from the head office and those in the field offices. In the head office, 
continuance commitment to change did not contribute to the prediction of behavioural support 
for change. A high level of affective and normative commitment to change of the head 
office’s respondents indicated a high level of change-related behaviours, whereas the level of 
continuance commitment did not have any effect on the behaviours. On the other hand, in the 
field offices, all components (affective, continuance and normative) of commitment to change 
contributed to the prediction of behavioural support for change. The current study found that 
in field offices, a negative relationship between continuance commitment to change and 




From the qualitative data analysis, all interviewees strongly believed that continuance 
commitment to change was the most displayed form of commitment to change in DGT. All of 
the interviewees argued that continuance commitment to change was mostly observed in field 
offices as the employees in those offices felt that they needed to support the reform initiatives, 
because the loss they would experience by resisting it was greater than the benefit they ought 
they might gain. These perceived losses can be monetary in the forms of salary and benefits or 
professional in the forms of seniority or role-related skills that the employees have spent years 
acquiring. These feelings were not recorded among the employees of the head office.  
Qualitative data analysis suggested that a high level of continuance commitment to change 
was recognised as a result of either lack of clear information regarding the purpose of change 
and expected benefits or the perceived inability to deal with the requirements of change. In the 
interviewees’ perceptions, employees with high levels of continuance commitment were 
trapped in their job roles and did not contemplate leaving their jobs due to lack of alternatives 
or their perceived personal investments in the organisation in the form of time and effort. 
Qualitative data analysis showed that there was a perception that employees who displayed 
continuance commitment to change tended to apply themselves minimally to the change 
effort, even though they were complying with the basic requirements of change and 
cooperating with the change-related parties. 
The findings from previous studies regarding continuance commitment to change have been 
less positive. In their study on a public sector organisation in Pakistan, Baraldi et al. (2010) 
found that continuance commitment to change has been identified as being unrelated or even 
negatively related to desired change outcomes. Furthermore, Machin et al. (2009), in their 
study on Australian public sector employees, argue that continuance commitment to change is 




whose commitment to the change is based primarily on the perceived personal cost of failing 
to support the change would do little more than the minimum required.  
In their study using Canadian and Indian samples, Meyer et al. (2007) specifically maintain 
that continuance commitment to change is negatively related to discretionary behaviours and 
positively related to compliance. Discretionary behaviours cannot be generated by 
continuance commitment to change because these behaviours depend on the willingness of 
individuals to engage in certain change-related actions. In Meyer et al.’s (2007) study, 
continuance commitment to change is associated with compliance to the change, and such 
compliance is seen as an individual’s strategy to remain employed.  
Based on the data analysis, the existing dominance of continuance commitment to change was 
observed as having an unfavourable effect on the change-related behaviours in DGT. 
Continuance commitment to change was perceived as the weakest form of commitment and 
was likely to thwart the change process since employees’ discretionary behaviours were not 
generated by this type of commitment. The study confirms that change efforts are unlikely to 
succeed if the employees involved in the effort are not enthusiastic and they only show 
minimum support just to retain their employment. Instead of supporting the development of 
continuance commitment to change, the organisation must enhance other types of 
commitment to change that lead to discretionary behaviours. 
7.3.3. Normative commitment to change 
The study hypothesised that normative commitment to change contributed significantly to the 
prediction of behavioural support for change. The results of quantitative data analysis show 




normative commitment to change and change-related behaviours. Any increase in normative 
commitment to change would indicate an increase in behaviours to support change.  
Based on the qualitative data analysis, in addition to continuance commitment to change, the 
interviewees argued that normative commitment to change was also prominent among DGT 
employees. The sense of obligation, as exposed in normative commitment to change, was 
derived from age, personal security and upbringing. For instance, senior employees might not 
think a lot about changes and might want to stay until their retirement, or the family might 
have stressed that they should stay loyal to the organisation. Since normative commitment to 
change in DGT derived from a moral obligation and did not emerge from positive feelings, 
then compliance behaviour, a passive form of support for change, was perceived to prevail in 
the DGT context. 
Prior studies on the relationship of normative commitment to change and change-related 
behaviours provide slightly different results. In research on a Pakistani public sector 
organisation, Baraldi et al’s (2010) study reveal a positive relationship between normative 
commitment to change and cooperation and championing behaviours. Other studies such as 
Herscovitch and Meyer (2002), Meyer et al. (2007) and Machin et al. (2009) also provide 
similar findings to those of Baraldi et al. (2010). Herscovitch and Meyer (2002) explain that 
employees, who possess strong normative commitment to change, feel a sense of obligation to 
support the change. Such employees are willing to do more than is required of them, even if it 
involves some personal sacrifice (e.g. working extra hours). Therefore, normative 
commitment to change relates positively to higher levels of support for change. 
An additional explanation can be derived from this study on why normative commitment to 
change is more pronounced in the non-Western culture of Indonesia’s DGT. It is due to the 




members of a long-term group, instead of developing and displaying their individual 
personalities at the expense of the group (Hofstede, 2015). Thus, DGT employees as a part of 
a collectivist society expect the organisation to look after them during the period of change in 
exchange for unquestioning loyalty. As a consequence, it creates the moral obligation to 
support the organisational change. Although the study confirms that normative commitment to 
change is not as beneficial to the success of a change program as affective commitment to 
change, normative commitment to change can be manifested in discretionary behaviours to 
support the change.  
Summary of the findings on the relationship between commitment to organisational 
change and behavioural support for change 
In sum, the current study found that all three forms of commitment would relate positively to 
compliance behaviours to support organisational change. The results of data analysis revealed 
that affective commitment to change was perceived as the least type of commitment to change 
in the DGT context. It was found that only continuance and normative commitment to change 
were possessed by the majority of DGT employees. Thus, when commitment was 
accompanied by the consideration of costs and moral obligation, employees were not willing 
to exert themselves beyond what was required. This led to minimum effort or compliance.  
The findings of this study suggests that DGT employees who comply with the requirements 
for change primarily because of the moral obligation or perceived costs of failing to do so will 
provide minimum support to the reform initiative. The uncertainties surrounding the tax 
administration reform often make it difficult for DGT management to anticipate all of the 
things that employees need to do to make the change work. The management must therefore 
rely on employees to buy into the change. Employees with strong affective commitment to 




to organisational change. Thus, it is important for DGT to foster affective commitment to 
change among the employees.  
7.4. THE MEDIATING ROLE OF COMMITMENT TO CHANGE IN THE RELATIONSHIP 
BETWEEN ORGANISATIONAL CLIMATE AND BEHAVIOURAL SUPPORT FOR CHANGE 
The last research question of this study is related to the exploration of whether commitment to 
change mediates the relationship between organisational climate and behavioural support for 
change. Thus, the study tested whether a mediated model featuring commitment to change 
variables also applied to the commitment to organisational change situation. This study 
included organisational climate variables as hypothetical antecedents to the commitment to 
change variables as well as to the behavioural commitment to change outcome variables. The 
proposed hypothesis was that affective, continuance and normative commitment to 
organisational change mediated the relationship between organisational climate as the 
independent variable and behavioural support for change as the dependent variable. 
The results of quantitative data analysis suggested that the relationships between 
organisational climate variables and behavioural support for change variables were indirect, 
and therefore, were mediated by the components of commitment to change. The mediation 
analysis was employed to understand a known relationship in which organisational climate in 
DGT influences employees’ change-related behaviours through commitment to change as a 
mediating variable.  
The results of qualitative data analysis were similar to the quantitative ones. It was perceived 
that the organisational climate had a positive relationship with employees’ behavioural 
support for change mediated by commitment to organisational change. A positive working 
environment facilitated the employees to deal with the organisational change. The 




environment, they would develop a psychological bond with the organisation’s programs 
including change initiatives. A positive working environment created within the organisation 
would contribute to an employee’s perception of being valued by the organisation, which in 
turn induced reciprocal positive feeling about the organisational change. According to the 
results of qualitative data analysis, this feeling was described as commitment to organisational 
change. The qualitative research also demonstrated that in general, all three forms of 
commitment would generate behavioural support for organisational change and be manifested 
in compliance, cooperation and championing behaviours. 
Taking the three factors (organisational climate, commitment to change and behavioural 
support for change) together, the qualitative part of the DGT study found such a link was 
possible by integrating these three factors into a single model. Based on the answers of the 
two previous research questions, the study concluded that a link between organisational 
climate and behavioural support for change could be established. Commitment to 
organisational change was considered as the mediator in the specific relationship.  
The results of similar studies conducted by Machin and Bannon (2005) and Machin et al. 
(2009) show a mediation effect in the relationship in which organisational climate contributed 
to the prediction of behavioural support for change through the indirect influence of 
commitment to organisational change. These studies demonstrate that positive work 
environment plays a key role in predicting variation in scores on the three components of 
commitment to organisational change that lead to behavioural support for change.  
Based on the results of data analysis, the current study displays the mediating role of 
commitment to change between organisational climate and behaviours to support 




change-related behaviours in DGT is significantly influenced by organisational climate and by 
a multidimensional construct of the three-components of commitment to change.  
7.5. SUMMARY 
The chapter reported the findings from the results of quantitative and qualitative analyses of 
the study on DGT. Based on the research questions, the main findings of the study can be 
summarised into three parts: 
a. A positive working environment plays a key role in predicting variation in scores on the 
three components of commitment to organisational change. The findings suggest that DGT 
management needs to develop and implement proper change-related strategies that create a 
higher level of positive workplace climate that will lead to a higher level of commitment 
towards the change initiative.  
b. Continuance and normative commitment to change are manifested in focal behaviour to 
support the change initiatives. The findings suggest that DGT needs to increase the level of 
affective commitment to ensure high enthusiasm for a change, which is demonstrated by 
individuals going beyond what is formally required and promoting the change program to 
internal and external parties of the organisation.  
c. Organisational climate significantly predicts the creation of behavioural support for change 
through a mediating role of commitment to organisational change. Commitment to change 
as the mediator serves to clarify the nature of the relationship between the organisational 
climate as the predictor and behavioural support for change.  
The results of this study were generally consistent with previous findings. The fact that the 
study obtained results similar to earlier studies with very different samples and change 




findings presented additional evidence than had been developed previously (Machin and 
Bannon, 2005; Machin et al., 2009) for dynamic relations among organisational climate, 





























This study set out to examine the factors of organisational climate that could potentially have 
a positive influence on employees’ commitment to change as well as factors that could 
negatively affect commitment to change in an Indonesian public sector organisation. The 
relationship between commitment to change and related behaviours is also a focus of the 
thesis. The research also aimed to validate the mediating role of Herscovitch and Meyer’s 
(2002) three-component (affective, continuance and normative) model of commitment to 
change in the relationship between organisational climate and change-related behavioural 
support.  
In order to pursue these aims, the first step was to review the relevant literature. The 
literature review focused on the theories proposed to explain the phenomenon related to 
employees’ commitment to organisational change. Commitment to organisational change is 
considered to be one of most important factors for the successful implementation of change 
initiatives (Herscovitch and Meyer, 2002). However, the factors that contribute to the 
creation of employee’s commitment to change and the behavioural outcomes generated by 
commitment to change have received little research attention. This research contributed to 
filling this gap. Furthermore, most of the research that has been conducted has used samples 
from Western society only. Given the increasing demand on public sector organisations in 
non-Western countries to improve their performances in managing change, examination of 
the factor structure of the conceptual model using an Indonesian sample adds to our 





Following this, research was conducted to investigate the relationship between employees’ 
perceptions of their workplace climate, their commitment to organisational change and their 
behavioural support for change. The study employed mixed-method approach in which a 
quantitatively driven design with qualitative data added to supplement the quantitative study 
to provide deeper and more complex answers to research questions (Johnson, et al., 2007). 
Firstly, survey questionnaires were administered from the Directorate General of Taxes 
(DGT) – the Indonesian tax authority, one of the largest government institutions in Indonesia. 
DGT was considered as the pioneer organisation in public sector reform, where a tax 
administrative reform had been initiated since 2002. In order to validate the quantitative 
findings coming from the survey respondents in DGT’s head office in Jakarta and the field 
offices outside Jakarta, qualitative interviews with key respondents were conducted.  
This type of sequential explanatory approach utilised a productive combination of 
measurement, generalisable samples, experimental control and statistical tools of a 
quantitative study in the first stage, and credible understanding of complex real world 
contexts of a qualitative study in the second stage using interview data. The integration was 
conducted using generalisable inferences that were derived on the basis of findings stemming 
from both the quantitative and qualitative results of this study.  
Results of the empirical analysis were encouraging and suggested that there were statistically 
significant and meaningful relationships among a majority of the variables in the 
hypothesised model. The most important finding was the existence of a relationship between 
employees’ perceptions of their commitment to organisational change, their workplace 
climate and their behavioural support for change. Other findings include the followings: 
First, the work environment played a key role in predicting variation in scores on the three 




climate factors, it was found that change-related strategies in management not only act as 
facilitators of change, but also mitigate the negative effects of the environment on 
commitment towards the change initiative.  
Second, continuance and normative commitment to change are the dominant types of 
commitment to change observed in DGT and are manifested in compliance behaviour to 
support the change initiatives. The findings suggest that DGT needs to increase the level of 
affective commitment to ensure high enthusiasm for change, which is demonstrated by going 
beyond what is formally required and promoting the change program to internal and external 
parties of the organisation.  
Lastly, organisational climate significantly predicts the creation of behavioural support for 
change through a mediating role of commitment to organisational change. Commitment to 
change as the mediator serves to clarify the nature of the relationship between the 
organisational climate as the predictor and behavioural support for change as the outcome.  
The finding adds to the knowledge and understanding of how the factors of organisational 
climate in DGT such as supervisor support, participative decision-making, professional 
growth, employees’ appraisal and performance recognition influence employees’ 
commitment to organisational change and how the three components (affective, continuance 
and normative) of commitment to change are manifested in employees’ behaviours to support 
the change.  
Change is a phenomenon that individuals and organisations in both private and public sectors 
deal with on a daily basis (see 2.4.1 Organisational Change). Unless adequately managed, 
organisational change initiatives result in feelings of fear and uncertainty, leading to 
increased stress, reduced levels of trust between employees and management and declining 




building positive employee perceptions, commitment and behaviours is critical for successful 
change initiatives.  
Contribution to the Literature  
The overall contribution that this study has made is the application of an existing model of 
research on employees’ perceptions of their organisational climate, their commitment to 
organisational change and their behavioural support for change to Indonesian experience for 
the first time by confirming statistically significant relationships between a majority of the 
hypothesised propositions. Findings from this study contribute to the public administration 
literature on human resources management in the following ways: 
(1) From the theoretical perspective, the study examined the three-components (affective, 
continuance, normative) model of commitment to change (Herscovitch and Meyer, 2002) to 
gain a better understanding of public sector employees’ commitment to an ongoing reform 
initiative. In particular, the applicability of the commitment to change model and its 
relationship with organisational climate as the predicting variable and behavioural support 
for organisational change as the outcome variable is demonstrated. 
(2) The conceptual schema proposed in the theoretical model is validated with high explanatory 
power and achieved good fit to the data. Therefore, the study contributes to the literature by 
validating most of the explanatory variables in a comprehensive model. Furthermore, the 
majority of the factors were also found to have causal relationships and were incorporated in 
the present theoretical model through an empirical examination.  
(3) The application of a mixed-method approach in this study is considered as a significant 
contribution. While the quantitative analysis provided the foundation for this study, the 




commitment to change and behavioural support for change. The qualitative data were 
important for validating the conceptual underpinning furnished by the quantitative 
hypotheses and analysis. 
(4) The study has also contributed to methodology by developing and validating some new 
reliable and valid construct measures for similar studies. In particular, the construct of 
behavioural support for change was measured in the previous studies by using a single-item 
scale presented as a 101-point behavioural continuum (e.g. Herscovitch and Meyer, 2002). 
This study developed a 7-point Likert scale to capture employees’ perceptions on change-
related behaviours.  
(5) The study attempted to add a non-Western case to a field of study dominated by cases drawn 
from developed countries. Understanding the commitment to change and behavioural support 
for change in public sector organisations from non-Western countries is equally important for 
clear comprehension of the phenomena for academics, management and policy makers. Thus, 
from an analytical point of view, the study has contributed to the literature by incorporating 
non-Western society data and their analysis into the study of organisational commitment and 
its relation to organisational change.  
Contribution to Practice 
The practical and managerial implications of the findings can be categorised into three items 
which are support for employees in times of change by the leaders and managers, HRM 
practices and change-related communication. 
1) The importance of leadership and supervisor support for the employees during the times of 
organisational change is obvious from this study. In DGT’s case, for successfully managing 




on the findings, DGT leaders and management were perceived as lacking the ability to 
articulate their change-related vision to the employees effectively. The analysis of DGT data 
showed that the organisation’s leaders were expected to change themselves first, motivate the 
rest of the organisation, set the example and model desired behaviour. The role of immediate 
supervisors was also found to be extremely important during change implementation as they 
were able to provide the relevant information which could generate employee’s commitment 
to change and influence behavioural support for change.  
Leadership and supervisor support during the change program encompass many dimensions 
that need to be adapted to each situation (Graetz, 2000). Initially, leaders and supervisors are 
expected to prepare employees for the change by communicating a vision of what the 
organisation can aspire to become. Next, they are expected to build the commitment of 
employees throughout the organisation, and enabling the employees to act by providing 
resources and training, implementing participative decision-making and putting appropriate 
systems and structures in place. Then, leaders and supervisors act as effective role models, 
maintaining the momentum of change through substantive actions that reward employee’s 
performance and recognise goals attainment.  
As a practical implication, leaders and supervisors need to have knowledge of employees’ 
change-related perceptions and behaviours. This can be a valuable source of information for 
organisational leaders, as this information can help them devise appropriate strategies to cope 
with the psychosocial uncertainty related to change processes. Employees who believe that 
their leaders are enthusiastic about change implementation develop more positive behaviours 
towards change. 
2) The study also found that effective HRM practices were considered essential to improve the 




appraisal and recognition and professional growth, were particularly identified as HRM 
practices that were linked to positive employee-related consequences. Their importance 
during periods of organisational change is understandable as employee concerns are focused 
on whether there will be sufficient skills to undertake the new working arrangements that 
emerge from the proposed changes, and whether the performance measurement and reward 
system will reflect the new responsibilities incurred by such changes. Furthermore, rewards 
represent a basic factor in promoting favourable employee reactions during times of change 
(Conway and Monks, 2008). 
Such findings show that organisations must ensure that employees receive training and 
development to prepare them to deal with the change programs. Training increases the self-
efficacy of employees in dealing with uncertain situations which if not addressed lead to 
withdrawal of support for change. The analysis of DGT data also showed that effective 
performance measurement and recognition systems are essential for positive change 
processes and outcomes. When employees perceive their performance is measured accurately 
and their work is recognised with proper compensation and benefits, they tend to value the 
organisation’s contributions to these factors and their commitment to change is strengthened.  
3) Qualitative information drawn from the DGT interviews indicated that communication was a 
significant determinant of commitment to change. The data suggest that the organisation 
should provide adequate communication to alleviate employee uncertainty about change 
initiatives. Such communication is crucial to elicit change readiness at the outset of the 
change programs. Communication is considered as a good managerial response to build 
commitment to change.  
As a practical implication, before embarking on a major organisational change program, the 




priorities and helps employees understand the proposed changes, the benefits and if 
applicable, explains the rationale behind potential negatives. Next, employee communication 
should always be proactive and released in a timely manner to avoid the message being lost 
or distorted. Then, the organisation should provide consistent communication across multiple 
channels to deliver key messages and themes. 
Through adequate communication, affective commitment to change can be fostered among 
employees. Subsequently, employees will view the change as holding positive personal 
valence. Employees experiencing greater affective commitment to change will be more likely 
to value that change initiatives endorsed by the organisation will entail benefits to all 
stakeholders. When employees are affectively committed to an organisation and identify with 
its values and goals, they are more likely to engage in discretionary behaviours that are 
advantageous to an organisation.  
In sum, the study contributes to the literature and practice in a number of ways. As the most 
significant contribution to the literature, the theoretical model applied in this study satisfies 
all conditions with a desired sophisticated statistical validation. In addition, the application of 
a mixed-method research approach integrating quantitative and qualitative data collection 
and analysis in a single study is considered as an important contribution to the literature on 
commitment to organisational change. Furthermore, the study has enhanced the literature by 
incorporating non-Western society data and their analysis into the study of organisational 
commitment and its relation to organisational change. As the contribution to practice, the 
findings can assist policy makers and change management teams on the importance of 
generating employees’ commitment to change through visible support for employees by the 





Directions for Future Research 
The design implementation and results of this study have suggested several areas for further 
research on commitment to organisational change.  
1) Despite the fact that the results of the present thesis are consistent with theoretical notions, a 
longitudinal design should be adopted in future research. Although it is not possible to 
determine causal associations with longitudinal studies, change is nevertheless a dynamic 
process and its impact can only be captured over time, allowing for a better understanding of 
change-commitment relationships and their consequences. 
2) Future research can be directed towards identifying other specific antecedents and outcomes 
of the three components (affective, continuance and normative) of commitment to change as 
this area remains largely unexplored to date (Meyer et al., 2007). Although the present study 
is an effort to address the paucity of research regarding commitment to change in tax 
administration, further replication of the research model in various parts of the public sector 
could be undertaken and the results compared with this Indonesian study. A study comparing 
the change-related behaviours of public and private sector employees would also be useful to 
facilitate the identification and understanding of similarities and differences. 
3) Since this study only looked at a single country when applying the model, a research avenue 
is open for further validation of the model in different society or country contexts. Other non-
Western country contexts or a cross country comparative study could be worthwhile to 
validate the findings.  
4) The type of research design used in this study was the sequential explanatory mixed-method 
approach. Future research could apply other types of research strategy such as exploratory 




quantitative study that would further explore the employees’ perceptions on commitment to 
change or uncover other contextual factors that may influence it and may result from it. The 
future research also could utilise other research methods such as focus group discussions, 
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Appendix 1: Survey Questionnaire – English version 
Survey Questionnaire  
Commitment to organisational change: 
An explanatory study of the Indonesian tax administration 
 
Coverage 
This survey is related to a study on the nature and role of employee commitment to change in the 
Indonesian tax administration. The outcome of this study is the behavioural support for organisational 
change. In this study, organisational change refers to the ongoing “tax administrative reform” or 
“modernisation” which is being done since 2002 within the Directorate General of Taxes, Indonesia.  
Who should answer the questionnaire? 
It would be highly appreciated if this questionnaire is completed by the active employees of 
Directorate General of Taxes who works in the headquarters and field offices in some regions in 
Indonesia.  
Questions 
This questionnaire is divided into 4 (four) sections. The first one is about the demographic 
information. The second section is related to your perception on the workplace climate, such as role 
clarity, supervisor support and so on. The third section is about your commitment to the ongoing tax 
reform process. The last part is concerning the behavioural support for your organisational reform.  
Please read the questionnaire statements and provide the response on each statement by putting a tick 
( ) on the most appropriate answer. It is your personal opinion. There is no right or wrong answer. 
Some of the questions might be similar; however, your answer in each question will lead to the 
statistically responses. Also, the answers from your perspectives will draw the valid conclusion for us. 











6. Agree 7. Strongly 
Agree 
Confidentiality 
All participants in this survey will not be identifiable in any way. There is no characteristic 
identification question in the questionnaire. All collected questionnaire will be transferred to one 
spreadsheet of data so no individual will be able to identify the participants. 
Queries and concerns 
The project has been approved by the Human Research Ethics Committee (HREC) of the University of 
Canberra. The approval number is 14-110 dated 10 June 2014. If you have any queries and concerns 
regarding the research, you can directly ask the researcher. The contact details are: 
e-mail : jerry.fadlinsyah@canberra.edu.au 





A. Who you are ? 
1. I am a ............ 
Male                                            Female 
 
2. My age is ............. 
Under 20                    20 – 29                30 – 39                  40 – 49                 50 or older 
 
3. My educational qualification is ................ 
 
High School                       Diploma degree                 Bachelor degree 
 
Master degree                     Doctorate degree               Others 
 
4. I have been working for Directorate General of Taxes for .................... 
 
Less than 5 years                           5 – 10 years                                    11 – 15 years 
16 – 20 years                                 More than 20 years                                     
5. My office is located in .......................... 
Papua                                    Nusa Tenggara                   Sulawesi                            Jakarta 
  
Borneo                                  Sumatera                             Bali  
 
 
B. ORGANISATIONAL CLIMATE 















I believe that -------------Strongly disagree  ---   Strongly agree 
Workplace Morale 
1. I am enthusiastic about my work. 1 2 3 4 5 6 7 
2. The morale at my workplace is high. 1 2 3 4 5 6 7 
3. My workplace is energetic. 1 2 3 4 5 6 7 
















I understand that -------------Strongly disagree  ---   Strongly agree 
Supervisor Support 
1. It is easy to approach my supervisors to 
discuss my concerns and grievances. 
1 2 3 4 5 6 7 
2. My supervisors do not know my problems 
in the office. 
1 2 3 4 5 6 7 
3. My supervisors are reliable in resolving 
problems at my workplace. 
1 2 3 4 5 6 7 
4. There is good communication between the 
staff and supervisors at my workplace. 
1 2 3 4 5 6 7 
5. Our supervisors are always supportive to 
improve our performance. 
1 2 3 4 5 6 7 
Participative Decision-Making  
1. I am happy with the decision-making 
process in my workplace. 
1 2 3 4 5 6 7 
2. There is an opportunity for staff to 
participate in the decision-making. 
1 2 3 4 5 6 7 
3. There are forums at my workplace where I 
can express my views and opinions. 
1 2 3 4 5 6 7 
4. Our decisions making process in relation to 
policies and procedures is participative. 
1 2 3 4 5 6 7 
5. Our decision making is shared between 
supervisors and their staff. 
1 2 3 4 5 6 7 
Role Clarity 
1. I always know the level of authority in my 
workplace. 
1 2 3 4 5 6 7 
2. I understand about my professional 
responsibilities clearly. 
1 2 3 4 5 6 7 
3. I am always clear about my colleagues 
expectation in our office. 
1 2 3 4 5 6 7 
4. I know my role when vague situations are 
arising at my workplace. 


















I believe that -------------Strongly disagree  ---   Strongly agree 
Professional Interaction 
1. We are highly cooperative to each other at 
our workplace. 
1 2 3 4 5 6 7 
2. I receive support from my colleagues. 
 
1 2 3 4 5 6 7 
3. Staff frequently discuss and share ideas 
about how best to carry out our work. 
1 2 3 4 5 6 7 
4. Staff can rely on each other for support and 
assistance when needed. 
1 2 3 4 5 6 7 
5. We have good communication network 
among staff at my workplace. 
1 2 3 4 5 6 7 
Appraisal and Recognition 
1. I am encouraged at my work by praise, 
thanks, or other recognition. 
1 2 3 4 5 6 7 
2. I receive regular feedback on my work 
performance. 
1 2 3 4 5 6 7 
3. I am happy with the quality of feedback I 
receive on my work performance. 
1 2 3 4 5 6 7 
4. I have the opportunity to discuss my work 
performance’s feedback with my supervisor. 
1 2 3 4 5 6 7 
5. There is confidential mechanism that 
provides fair feedback on my performance. 
1 2 3 4 5 6 7 
Professional Growth 
a. I am encouraged to pursue further training 
and development.  
1 2 3 4 5 6 7 
b. It is easy to gain access to training courses. 
 
1 2 3 4 5 6 7 
c. My supervisors take necessary steps in my 
career development and professional growth. 
1 2 3 4 5 6 7 
d. Training and development planning in my 
organisation considers my needs and interest. 
1 2 3 4 5 6 7 
e. There are opportunities at my workplace for 
developing new skills. 

















I believe that -------------Strongly disagree  ---   Strongly agree 
Goal Congruence 
1. My personal goals are in agreement with the 
goals of my organisation. 
1 2 3 4 5 6 7 
2. My organisation’s visions are easily 
understood. 
1 2 3 4 5 6 7 
3. My organisation has a clearly stated set of 
objectives and goals. 
1 2 3 4 5 6 7 
4. There is agreement about the work practices at 
my workplace. 
1 2 3 4 5 6 7 
Workplace Distress 
1. Staff at my workplace experience a lot of 
stress. 
1 2 3 4 5 6 7 
2. Staff at my workplace are frustrated with their 
job. 
1 2 3 4 5 6 7 
3. Staff at my workplace feel anxious about their 
work. 
1 2 3 4 5 6 7 
4. Staff at my workplace feel depressed about 
their job. 
1 2 3 4 5 6 7 
5. There is a lot of tension at my workplace. 
 
1 2 3 4 5 6 7 
Excessive Work Demands  
1. Staff are overloaded with work at our 
workplace. 
1 2 3 4 5 6 7 
2. Staff feel constant pressure to keep working. 
 
1 2 3 4 5 6 7 
3. There is too much expected from the staff in 
our workplace. 
1 2 3 4 5 6 7 
4. Our organisation has too much work demand. 
 



















I believe that -------------Strongly disagree  ---   Strongly agree 
Affective Commitment to Change 
1. I believe in the value of this ongoing tax 
administrative reform. 
1 2 3 4 5 6 7 
2. Tax administration reform is a good strategy 
for our organisation. 
1 2 3 4 5 6 7 
3. The organisation’s leaders are making a 
mistake by conducting this reform. 
1 2 3 4 5 6 7 
4. Things would be better after the completion of 
this reform. 
1 2 3 4 5 6 7 
5. Our tax administrative reform is necessary. 
 
1 2 3 4 5 6 7 
Continuance Commitment to Change 
1. I support the ongoing tax administrative 
reform. 
1 2 3 4 5 6 7 
2. I feel pleasant to go along with this ongoing 
reform process. 
1 2 3 4 5 6 7 
3. I have too much at stake to resist our ongoing 
reform. 
1 2 3 4 5 6 7 
4. I will be happy if no one opposes our ongoing 
reform process. 
1 2 3 4 5 6 7 
5. It is not a good option for me to obstruct our 
ongoing reform. 
1 2 3 4 5 6 7 
Normative Commitment to Change  
1. I feel a sense of duty to work toward our 
reform. 
1 2 3 4 5 6 7 
2. I do not have any right to oppose the reform.  
 
1 2 3 4 5 6 7 
3. It would be irresponsible to resist this reform. 
 
1 2 3 4 5 6 7 
4. I would feel guilty about opposing this reform. 
 
1 2 3 4 5 6 7 
5. I am obligated to support this tax reform 
initiative. 


















I believe that -------------Strongly disagree  ---   Strongly agree 
Compliance 
1. I will comply with my organisation’s directions 
regarding the ongoing tax reform. 
1 2 3 4 5 6 7 
2. I will obey with new organisational policies and 
systems as a result of our reform. 
1 2 3 4 5 6 7 
3. I will comply with the significance of our 
reform procedure. 
1 2 3 4 5 6 7 
4. I would follow and adopt all reform activities. 
 
1 2 3 4 5 6 7 
Cooperation 
1. I am willing to support the management team, so 
that the reform can be successfully conducted. 
1 2 3 4 5 6 7 
2. I am willing to be involved in designing the 
required changes in our ongoing reform. 
1 2 3 4 5 6 7 
3. I am willing to work together with others in the 
reform activities in our organisation. 
1 2 3 4 5 6 7 
4. I am willing to engage in the cooperation with 
other units during the ongoing reform. 
1 2 3 4 5 6 7 
Championing 
1. I will encourage my colleagues to extend their 
support to the ongoing reform process. 
1 2 3 4 5 6 7 
2. I always encourage both internal and external 
parties to fully support the reform process. 
1 2 3 4 5 6 7 
3. I would demonstrate our reform to others and 
will lead as an example. 
1 2 3 4 5 6 7 
4. I am confident that this ongoing reform will 
positively impact my job. 

































































Komitmen terhadap perubahan organisasi:  




Survei ini terkait dengan penelitian atas kondisi dan peran komitmen pegawai terhadap perubahan 
organisasi yang dilakukan di Direktorat Jenderal Pajak (DJP). Output dari penelitian ini berupa 
perilaku yang mendukung perubahan organisasi. Dalam penelitian ini, yang disebut sebagai 
“perubahan organisasi” adalah reformasi administrasi perpajakan atau yang lebih dikenal dengan 
sebutan “modernisasi”, yang sedang dilakukan oleh DJP sejak tahun 2002.  
Responden 
Responden kuesioner ini adalah para pegawai aktif Direktorat Jenderal Pajak yang bekerja di 
lingkungan Kantor Pusat Direktorat Jenderal Pajak di Jakarta dan unit vertikal di daerah.  
Kuesioner 
Kuesioner ini dibagi menjadi 4 (empat) bagian. Bagian pertama terkait dengan informasi demografis 
responden. Bagian kedua berupa pertanyaan terkait dengan persepsi responden tentang iklim 
organisasi tempat responden bekerja, seperti kejelasan tugas dan peran, moral kerja, dukungan atasan, 
hubungan dengan rekan kerja dan aspek lainnya . Bagian ketiga terkait dengan komitmen responden 
selaku pegawai terhadap reformasi administrasi perpajakan yang sedang dijalankan di organisasi. 
Bagian keempat terkait dengan perilaku responden yang mendukung proses reformasi dimaksud.  
Responden dimohon untuk membaca masing-masing pernyataan kuesioner dan memberikan respon 
berupa jawaban yang paling sesuai untuk tiap pernyataan. Respon merupakan pendapat pribadi 
responden. Tidak ada jawaban yang benar atau salah. Jawaban yang merupakan perspektif responden 
akan menghasilkan kesimpulan yang valid bagi peneliti. Masing-masing skala respon mengindikasikan 






3     Agak  
Tidak Setuju 
4 Netral 5 Agak Setuju 6 Setuju 7 Sangat 
Setuju 
Kerahasiaan 
Seluruh responden dari survei kuesioner ini tidak akan diidentifikasikan. Tidak ada pertanyaan dalam 
survei ini yang mengarah pada identifikasi karakteristik dari responden. Seluruh jawaban kuesioner 
akan dituangkan ke dalam sebuah spreadsheet data sehingga para responden tidak akan teridentifikasi.  
Saran dan Pertanyaan 
Penelitian ini telah disetujui oleh HumanResearch Ethics Committee - University of Canberra melalui 
surat dengan nomor 14-110 tanggal 10 Juni 2014. Jika responden mempunyai pertanyaan atau saran 
terkait dengan penelitian ini, dapat menghubungi peneliti melalui sarana kontak sebagai berikut:  
e-mail  : jerry.fadlinsyah@canberra.edu.au 




A. Data Responden 
 
1. Saya adalah ……Laki-laki                          Perempuan  
 
2. Usia saya ............. tahun 
 
Di bawah 20                20 – 29                30 – 39                  40 – 49                 50 atau lebih 
 
3. Pendidikan terakhir saya ................ 
 
SMA atau Sederajat            Diploma                            Strata 1 / Sarjana 
 
Strata 2 / Master                  Strata 3 / Doktor               Lainnya 
 
4. Saya telah bekerja di Direktorat Jenderal Pajak selama .................... 
 
Kurang dari 5 tahun                      5 – 10 tahun                                    11 – 15 tahun 
16 – 20 tahun                                Lebih dari 20 tahun                                    
5. Lokasi kerja saya terletak di .......................... 
Papua                     Nusa Tenggara                        Sulawesi                            Jakarta 
  
Kalimantan            Sumatera                                  Bali 
 
B. IKLIM ORGANISASI 
















Saya percaya bahwa .......................                                         Sangat tidak setuju  ---   Sangat setuju 
Semangat Kerja 
1. Saya antusias dengan pekerjaan saya. 
 
1 2 3 4 5 6 7 
2. Semangat kerja di lingkungan kerja saya 
tinggi 
1 2 3 4 5 6 7 
3. Lingkungan kerja saya energik 
 
1 2 3 4 5 6 7 
4. Lingkungan kerja saya memiliki spirit 
kebersamaan 


















Saya percaya bahwa ..........................                                          Sangat tidak setuju  ---   Sangat setuju 
Dukungan Atasan        
1. Saya dapat berdiskusi dan membahas 
berbagai masalah dengan atasan. 
1 2 3 4 5 6 7 
2. Atasan saya tidak memahami permasalahan 
yang dihadapi oleh bawahan di kantor. 
1 2 3 4 5 6 7 
3. Di unit kerja saya, para atasan dapat 
diandalkan jika ada permasalahan. 
1 2 3 4 5 6 7 
4. Ada komunikasi yang baik antara antara 
atasan dan bawahan di unit kerja saya. 
1 2 3 4 5 6 7 
5. Atasan di tempat saya bekerja selalu 
mendukung perbaikan kinerja pegawai. 
1 2 3 4 5 6 7 
Partisipasi dalam Pengambilan Keputusan  
1. Saya puas dengan proses pengambilan 
keputusan di lingkungan kerja saya. 
1 2 3 4 5 6 7 
2. Staf dapat berpartisipasi dalam pengambilan 
keputusan di kantor. 
1 2 3 4 5 6 7 
3. Terdapat forum dan sarana di kantor 
sayauntuk menyampaikan saran dan 
pendapat. 
1 2 3 4 5 6 7 
4. Proses pengambilan keputusan terkait 
kebijakan dan prosedur bersifat partisipatif. 
1 2 3 4 5 6 7 
5. Proses pengambilan keputusan di kantor 
saya melibatkan atasan dan bawahan. 
1 2 3 4 5 6 7 
Kejelasan Tugas dan Wewenang 
1. Saya selalu mengerti tugas dan wewenang 
saya di kantor. 
1 2 3 4 5 6 7 
2. Saya memahami tanggung jawab 
professional saya secara jelas. 
1 2 3 4 5 6 7 
3. Saya selalu memahami apa yang dituntut 
dalam pekerjaan saya. 
1 2 3 4 5 6 7 
4. Saya memahami peran saya saat situasi sulit 
muncul di tempat kerja. 


















Saya percaya bahwa ........................                                        Sangat tidak setuju  ---   Sangat setuju 
Dukungan Rekan Kerja 
1. Ada kerjasama yang baik antar pegawai di 
lingkungan kerja kami. 
1 2 3 4 5 6 7 
2. Saya mendapatkan dukungan dari rekan 
kerja saya. 
1 2 3 4 5 6 7 
3. Para pegawai sering berdiskusi tentang 
bagaimana melaksanan pekerjaan dengan baik. 
1 2 3 4 5 6 7 
4. Pegawai dapat saling mengandalkan 
dukungan rekan kerja saat dibutuhkan. 
1 2 3 4 5 6 7 
5. Ada komunikasi yang baik antar pegawai 
di lingkungan kerja kami.  
1 2 3 4 5 6 7 
Apresiasi dan Pengakuan atas Kinerja 
1. Saya lebih bersemangat di kantorkarena 
adanya pujian dan penghargaan. 
1 2 3 4 5 6 7 
2. Secara berkala, saya mendapat saran 
danmasukan terkait kinerja saya. 
1 2 3 4 5 6 7 
3. Saya puas dengan kualitas feedback yang 
saya terima terkait kinerja saya. 
1 2 3 4 5 6 7 
4. Saya punya kesempatan untuk berdiskusi 
dan menerima masukan terkait kinerja saya. 
1 2 3 4 5 6 7 
5. Terdapat mekanisme dalam memberikan 
feedback yang adil atas kinerja pegawai. 
1 2 3 4 5 6 7 
Pengembangan Diri secara Profesional 
1. Saya termotivasi untuk mengikuti berbagai 
program pelatihan dan pengembangan diri. 
1 2 3 4 5 6 7 
2. Saya mudah mendapatkan akses untuk 
mengikuti program pendidikan dan 
training.  
1 2 3 4 5 6 7 
3. Para atasan saya mengambil langkah yang 
diperlukan untuk peningkatan karier saya.  
1 2 3 4 5 6 7 
4. Perencanaan pendidikan dan training di 
kantor sesuai dengan minat dan bakat saya. 
1 2 3 4 5 6 7 
5. Ada banyak kesempatan di tempat kerja 
saya untuk mengembangkan keahlian baru. 


















Saya percaya bahwa .................                                                        Sangat tidak setuju  ---   Sangat setuju 
Kesesuaian Tujuan 
1. Tujuan pribadi saya sejalan dengan tujuan 
organisasi. 
1 2 3 4 5 6 7 
2. Visi organisasi saya mudah untuk dipahami 
oleh seluruh pegawai. 
1 2 3 4 5 6 7 
3. Organisasi saya memiliki seperangkat tujuan 
dan sasaran yang jelas. 
1 2 3 4 5 6 7 
4. Terdapat kesepahaman tentang prosedur dan 
mekanisme kerja di kantor saya . 
1 2 3 4 5 6 7 
Tekanan Pekerjaan 
1. Pegawai di lingkungan kerja saya sering 
mengalami stress. 
1 2 3 4 5 6 7 
2. Pegawai di lingkungan kerja saya frustasi 
dengan pekerjaan mereka.  
1 2 3 4 5 6 7 
3. Pegawai di lingkungan kerja saya sering 
merasa cemas tentang pekerjaan mereka. 
1 2 3 4 5 6 7 
4. Pegawai di lingkungan kerja saya merasa 
depresi dengan pekerjaan saya. 
1 2 3 4 5 6 7 
5. Ada banyak tekanan di lingkungan kerja saya.  
 
1 2 3 4 5 6 7 
Beban Pekerjaan yang Berlebihan  
1. Para pegawai selalu terbebani dengan 
pekerjaan di unit kerja kami. 
1 2 3 4 5 6 7 
2. Para pegawai merasakan adanya tekanan 
untuk terus menerus bekerja. 
1 2 3 4 5 6 7 
3. Terlalu banyak hal tuntutan pekerjaan di 
lingkungan kerja kami. 
1 2 3 4 5 6 7 
4. Organisasi kami memiliki terlalu banyak beban 
pekerjaan. 




















Saya percaya bahwa .................                                                 Sangat tidak setuju  ---   Sangat setuju 
Komitmen Afektif terhadap Perubahan 
1. Saya percaya pada nilai dan tujuan reformasi 
administrasi perpajakan ini. 
1 2 3 4 5 6 7 
2. Program reformasi perpajakan ini 
merupakanstrategi yang baik bagi organisasi. 
1 2 3 4 5 6 7 
3. Pimpinan organisasi kami membuat kesalahan 
dengan melakukan program reformasi ini. 
1 2 3 4 5 6 7 
4. Organisasi akan menjadi lebih baik setelah 
program reformasi selesai dilaksanakan. 
1 2 3 4 5 6 7 
5. Program reformasi administrasi perpajakan ini 
diperlukan oleh organisasi. 
1 2 3 4 5 6 7 
Komitmen Kontinu terhadap Perubahan 
1. Saya mendukung reformasi administrasi 
perpajakan yang sedang berjalan.  
1 2 3 4 5 6 7 
2. Saya merasa nyaman untuk mengikuti proses 
reformasi yang sedang berjalan. 
1 2 3 4 5 6 7 
3. Banyak yang harus saya korbankan jika saya 
menentang program reformasi ini. 
1 2 3 4 5 6 7 
4. Saya merasa senang jika tidak ada yang 
menentang reformasi yang sedang berjalan.  
1 2 3 4 5 6 7 
5. Bukan pilihan yang baik bagi saya untuk 
menghalangi program reformasi ini. 
1 2 3 4 5 6 7 
Komitmen Normatif terhadap Perubahan 
1. Merupakan bagian dari tugas saya untuk 
bekerja mendukung reformasi perpajakan ini. 
1 2 3 4 5 6 7 
2. Saya tidak memiliki hak untuk menentang 
perubahan ini. 
1 2 3 4 5 6 7 
3. Merupakan hal yang tidak bertanggung jawab 
untuk menentang program reformasi ini. 
1 2 3 4 5 6 7 
4. Saya merasa bersalah jika menentang reformasi 
ini. 
1 2 3 4 5 6 7 
5. Saya merasa berkewajiban untuk mendukung 
inisiatif reform ini. 

















Setuju  Sangat 
Setuju 
Saya percaya bahwa .................                                                    Sangat tidak setuju  ---   Sangat setuju 
Kepatuhan 
1. Saya akan patuh pada arahan organisasi, terkait 
program reformasi yang sedang berjalan. 
1 2 3 4 5 6 7 
2. Saya akan mematuhi kebijakan dan sistem baru 
yang diterapkan sebagai hasil dari reformasi. 
1 2 3 4 5 6 7 
3. Saya akan mematuhi seluruh prosedur tahapan 
reformasi ini. 
1 2 3 4 5 6 7 
4. Saya akan mengikuti dan menjalankan seluruh 
kegiatan reformasi. 
1 2 3 4 5 6 7 
Kerjasama 
1. Saya akan mendukung unit manajemen 
perubahan sehingga proses reformasi berjalan 
dengan sukses. 
1 2 3 4 5 6 7 
2. Saya bersedia terlibat dalam penyusunan desain 
perubahan dalam proses reformasi ini. 
1 2 3 4 5 6 7 
3. Saya bersedia untuk bekerjasama dengan 
pegawai lain dalam kegiatan reformasi. 
1 2 3 4 5 6 7 
4. Saya bersedia untuk terlibat dalam kerjasama 
dengan unit lain selama proses reformasi ini.  
1 2 3 4 5 6 7 
Keteladanan 
1. Saya akan mendorong rekan kerja saya untuk 
mendukung proses reformasi ini. 
1 2 3 4 5 6 7 
2. Saya selalu menyarankan agar semua pihak 
mendukung proses reformasi ini sepenuhnya. 
1 2 3 4 5 6 7 
3. Saya akan memperkenalkan reformasi ini kepada 
semua pihak dan menjadi contoh bagi yang lain. 
1 2 3 4 5 6 7 
4. Saya percaya bahwa reformasi perpajakan ini 
akan membawa dampak positif bagi karier saya. 





























































Appendix 3:   Participant Information Form 
 
PARTICIPANT INFORMATION FORM 
 
Project Title 




Name:   Jerry Fadlinsyah 
Course:  Professional Doctorate in Public Administration 
Faculty:  Business, Government & Law, University of Canberra 
 
Project Aim 
This study aims to investigate the nature and role of employee commitment to change within 
the Indonesian tax administration and evaluate whether it provides behavioural support for 
change. It will examine the relationships that exist between the components of commitment to 
organisational change, how they provide behavioural support for change, and how the 
workplace climate influences them. 
 
Benefits of the Project 
Previous research has identified organisational commitment as a prerequisite to the successful 
implementation of organisational change. Management relies on the commitment of 
employees when implementing change initiatives, but organisational commitment may 
decrease in response to the change. This appeared to be the case when the Indonesian tax 
administration embarked on an organisational change initiative in 2002.  
 
Through the development of analytical framework, the study contributes to the theory by 
providing new understandings and explanations relative to what has been understood before. 
The study also contributes to Indonesian public sector and its reform in general and to other 
countries in the developing world. The findings may assist policy makers and organisational 
change teams on how to generate employees’ support of change and how to promote 
behavioural support for change.Another important contribution includes the use of mixed 
method that will enrich the body of knowledge.  
 
General Outline of the Project 
This research is a case study of the Indonesian Directorate General of Taxes where both 
quantitative and qualitative data will be collected by investigating the employees of the 
institution. The study will obtain statistical, quantitative results from surveying a sample of 
employees in the Head Office and field offices in different regions of the Directorate General 
of Taxes, and then following-up with purposefully selected individuals (senior officials 
currently or used to be in charge with the organisational change) to explore these results in 
more depth by semi-structured interviews.  
The research is a part of the study at University of Canberra; and the result of the study will be 






For the qualitative study in the second phase, the participants as the interviewees will be 
involved in semi-structured interviews. The interviewees are expected to provide explanations 
and evidence as well as to make sense of the quantitative results.  
The participants’ involvement is voluntary and they may withdraw at any time without 
providing an explanation or may refuse to answer questions without any consequences. An 
informed consent form for participants’ approval will be provided by the researcher. There is 
no risk or hazard that may arise from this research.  
 
Confidentially 
The confidentiality of the answers will be guaranteed by the researcher. No one will have 
access to the information obtained from the research, other than the researcher and his 
supervisors. The report from this research will be in aggregate form and individual 
identification will not be revealed.  
 
Anonymity 
The information collected from the participants will be non-identifiable. The survey 
questionnaires and interviews will be anonymous. Any document linking to the identity to the 
participants will be treated confidentially and will not be stored with the recording and 




The information will be stored in the form of recording and field notes. The recording will be 
transcribed into computer file and printed in the paper form. The electronic information will 
be stored in the researcher’s personal computer. The computer is password-protected and only 
the researcher can access to it. The recording, notes, and any printed materials will be stored 
under locked and secure filling cabinets both during fieldwork in Indonesia and at University 
of Canberra. All data will be stored at University of Canberra during the study. The expected 
date of completion is on the 30thof July 2016. After the completion of the study, all data will 
be destroyed on the 31st of December 2016.  
 
Ethic Committee Clearance 
This research has been approved by the University of Canberra Ethics Committee in Human 
Research (approval number 14-110 dated 10 June 2014). 
 
Queries and Concerns 
Questions about the research can be forwarded to the following contact details: 
 
Jerry Fadlinsyah 
Faculty of Business, Government& Law  
University of Canberra, ACT-2601, Australia 
Telp : +61 2 6201 5649 
Fax : +61 2 6201 5238 











My name is Jerry Fadlinsyah, a Directorate General of Taxes’ (DGT) employee who is 
currently assigned to pursue a doctorate programmein the University of Canberra. As part of 
my doctoral program, I am currently conducting a research with a title "Commitment to 
Organisational Change: An Explanatory Study of the Indonesian Tax Administration". This 
study aims to investigate the nature and role of employee commitment to change in DGT and 
evaluate whether it provides behavioural support for change. It will examine the relationships 
that exist between the components of commitment to organisational change, how they provide 
behavioural support for change, and how the workplace climate influences them.  
 
The study is important from both theoretical and contextual perspectives. First, through the 
development of analytical framework, the study provides new explanations relative to what 
has been understood before. This study involves redefining existing concepts and developing 
logically arguments for the relationships that are being theorised. Second, the study also 
contributes to Indonesian public sector and its reform in general. The findings may assist 
policy makers and organisational change teams on how to generate employees’ intention to 
implement change and how to promote behavioural support for change. Third, the use of both 
quantitative and qualitative study will enrich the body of knowledge.  
 
Therefore, I would like to invite you to be a participant in this research. You will be involved 
as an interviewee. The interview is basically in relation to the survey results on the 
employee’s perceptions of the organisational climate, commitment to change, and behavioural 
support for change. 
 
Your participation is voluntary and you may withdraw at any time without providing 
anexplanation, or refuse to answer questions without any consequences. I guarantee that the 
survey response will be confidential and your anonymity will be maintained. No one will have 
access to the information except the researcher. Any report from this research will be in 
aggregate form and your identification will not be revealed.  
 
I will provide you with an informed consent form for your approval. If you need a report of 
this research, please write down your name and address in the informedconsent form which 
will be given before the interview is conducted and the report will be delivered to you. 
 
For your information, this research has been approved by the Committees for Ethics in Human 
Research of the University of Canberra. If you have any questions about the research, 
pleasecontact the researcher with the contact details below.  
 




Faculty of Business and Government 
































































What is the link 
between employees’ 
perceptions of their 
workplace climate, 
their commitment to 
organisational 
change, and their 
behavioural support 
for change?   
Do positive and negative 
work climate become 
predictor of commitment 
to organisational 
change? 
1. In your opinion, what kind of positive 
work climate does the organisation have? 
2. In your opinion, what kind of negative 
work climate does the organisation have? 
3. Do you think organisational climate 
contributes to the level of employee 







predict the behavioural 




1. In your opinion, among the three-
components of commitment to 
organisational change, what is the most 
and least dominant type of commitment to 
change?  
2. According to the behavioural support for 
change scale (Herscovitch & Meyer, 
2002), which is used to assess employees’ 
behavioural support for a specified change 
initiative, what types of behaviour 
(ranging from active resistance, passive 
resistance, compliance, cooperation, to 
championing), do most of the DGT 
employees possess?  
3. Do you think there are different 
relationships between components of 
commitment to organisational change and 
change-related behaviours? Why? 
4. Do you think each affective, normative, 
and continuance commitment to 
organisational change predict to the 
change-related behaviours? Why? 
 




positive and negative 
work climate and 
behavioural support for 
change? 
1. In your opinion, are there relationships 
between positive and negative work 
climate, commitment to organisational 
change and behavioural support for 
change? If so, why? If not, why not? 
2. Do you think both positive and negative 
work climate are significant contributors to 
the prediction of behavioural support for 
change, after controlling for affective, 
normative and continuance commitment to 


































Appendix 5: Descriptive statistics 




Name Minimum Maximum Mean S.D. Skewness Kurtosis 
1 2 1 2 1 2 1 2 1 2 1 2 
1 wm1 1 3 7 7 5.56 5.60 1.206 .895 -1.329 -.854 1.577 .131 
2 wm2 1 1 7 7 4.70 5.36 1.441 1.083 -.400 -.879 -.699 .817 
3 wm3 1 2 7 7 4.24 5.45 1.447 .938 -.250 -1.036 -.741 1.005 
4 wm4 1 2 7 7 4.78 5.58 1.422 1.000 -.641 -1.015 -.422 1.004 
5 ss1 2 2 7 7 5.61 5.69 1.133 1.055 -1.175 -1.073 1.053 1.230 
6 ss2 1 1 7 7 4.65 4.84 1.540 1.622 -.451 -.647 -.762 -.751 
7 ss3 1 2 7 7 5.30 5.45 1.199 1.099 -.908 -.877 .486 .306 
8 ss4 2 2 7 7 5.48 5.59 1.065 .981 -.964 -.733 .685 .198 
9 ss5 1 1 7 7 5.45 5.40 1.085 1.215 -.817 -1.187 .723 1.430 
10 pdm1 1 2 7 7 5.04 5.25 1.128 1.064 -.706 -.899 .432 .532 
11 pdm2 1 1 7 7 5.26 5.05 1.121 1.241 -1.128 -.797 1.402 .194 
12 pdm3 1 2 7 7 5.19 5.40 1.197 1.092 -.830 -1.019 .480 .613 
13 pdm4 1 1 7 7 5.17 5.00 1.186 1.233 -.949 -.675 .640 .456 
14 pdm5 1 1 7 7 5.13 5.08 1.135 1.195 -.920 -1.030 .970 .980 
15 rc1 2 2 7 7 5.57 5.65 1.020 .877 -1.155 -1.419 1.644 2.470 
16 rc2 3 3 7 7 5.79 5.76 .852 .821 -1.258 -1.030 2.298 1.048 
17 rc3 2 2 7 7 5.56 5.68 .961 .872 -1.019 -1.117 1.394 1.484 
18 rc4 1 2 7 7 5.24 5.70 1.190 .873 -.842 -1.152 .892 1.571 
19 pi1 1 1 7 7 4.68 4.65 1.256 1.312 -.521 -.570 -.499 -.469 
20 pi2 1 1 7 7 4.80 4.78 1.230 1.255 -.517 -.577 -.285 -.287 
21 pi3 1 1 7 7 4.99 4.96 1.263 1.297 -.755 -.801 .093 -.040 
22 pi4 1 1 7 7 4.93 4.81 1.449 1.489 -.734 -.623 .007 -.242 
23 pi5 2 3 7 7 5.53 5.39 .948 .928 -.724 -.649 .560 .128 
24 ar1 2 1 7 7 5.96 5.19 .680 1.287 -1.252 -.802 5.360 .235 
25 ar2 4 2 7 7 6.00 5.41 .630 1.043 -.656 -.664 1.671 .414 
26 ar3 4 2 7 7 5.91 5.81 .742 .856 -.723 -1.383 .789 3.099 
27 ar4 3 1 7 7 5.78 5.72 .823 .888 -.748 -1.381 .723 3.847 
28 ar5 1 1 7 7 5.04 4.92 1.287 1.267 -.617 -.594 -.149 -.144 
29 pg1 2 1 7 7 5.74 5.20 .855 1.283 -1.051 -.819 1.838 .273 
30 pg2 3 1 7 7 5.73 4.58 .875 1.525 -.792 -.418 .545 -.752 
31 pg3 1 1 7 7 5.43 4.53 1.046 1.470 -.899 -.463 1.458 -.608 
32 pg4 2 1 7 7 5.61 4.24 .980 1.450 -1.036 -.283 1.726 -.609 
33 pg5 2 1 7 7 5.64 4.72 1.030 1.475 -1.121 -.624 1.574 -.464 
34 gc1 1 2 7 7 5.03 5.24 1.082 1.090 -.614 -.924 .490 .375 
35 gc2 1 2 7 7 5.13 5.67 1.273 1.006 -.836 -1.419 .552 2.165 
36 gc3 1 2 7 7 5.17 5.50 1.248 1.017 -.833 -1.204 .501 1.363 
37 gc4 2 2 7 7 4.89 5.25 1.255 1.067 -.665 -.908 -.083 .322 
38 wd1 1 1 7 7 4.06 3.35 1.492 1.624 .031 .558 -.980 -.740 
39 wd2 1 1 7 7 3.54 3.15 1.361 1.427 .320 .555 -.608 -.502 
40 wd3 1 1 7 7 3.89 3.42 1.503 1.498 .161 .398 -.729 -.813 
41 wd4 1 1 7 7 3.45 2.99 1.397 1.456 .422 .712 .324 -.226 
42 wd5 1 1 7 7 3.44 3.14 1.478 1.472 .469 .554 -.549 -.537 
43 ewd1 1 1 7 7 3.86 4.30 1.406 1.471 .181 -.254 -.697 -.931 
44 ewd2 1 1 7 7 3.37 3.74 1.332 1.514 .432 .048 -.379 -1.228 
45 ewd3 1 1 7 7 3.91 4.28 1.519 1.585 .114 -.102 -.888 -1.003 







Name Minimum Maximum Mean S.D. Skewness Kurtosis 
1 2 1 2 1 2 1 2 1 2 1 2 
47 acc1 2 2 7 7 5.76 5.62 .891 1.022 -1.285 -1.486 2.662 2.275 
48 acc2 2 2 7 7 5.90 5.62 .832 1.098 -1.420 -1.517 4.167 2.253 
49 acc3 1 1 7 7 4.99 3.16 1.469 1.610 -.734 .466 -.254 -.890 
50 acc4 1 1 7 7 5.57 5.50 .950 1.197 -.643 -1.027 1.453 1.295 
51 acc5 2 1 7 7 5.86 5.54 .914 1.258 -1.105 -.820 2.376 .200 
52 ccc1 1 1 7 7 5.88 5.49 .947 1.248 -1.082 -1.108 2.671 1.407 
53 ccc2 1 1 7 7 5.81 5.60 .997 1.251 -1.200 -.804 3.035 .478 
54 ccc3 1 1 7 7 4.98 4.97 1.160 1.194 -.515 -.414 .498 .220 
55 ccc4 1 1 7 7 5.57 5.52 1.037 1.226 -.762 -.836 1.424 .395 
56 ccc5 1 1 7 7 5.73 5.58 .987 1.199 -.902 -.820 1.627 .941 
57 ncc1 2 1 7 7 5.59 5.67 .864 1.129 -.963 -.874 .937 .586 
58 ncc2 2 1 7 7 4.74 4.87 1.028 1.240 .027 -.789 -.373 .555 
59 ncc3 2 1 7 7 5.43 5.30 1.050 1.122 -.922 -.777 .756 .413 
60 ncc4 2 2 7 7 5.38 5.33 1.049 1.143 -.709 -.516 -.112 -.213 
61 ncc5 2 1 7 7 5.71 5.74 .958 1.123 -.701 -1.209 .328 1.128 
62 com1 2 2 7 7 5.95 5.89 .769 .943 -1.046 -.867 2.976 .812 
63 com2 3 2 7 7 5.87 5.71 .737 .972 -.889 -.966 1.504 1.301 
64 com3 4 3 7 7 6.02 5.74 .713 .908 -.709 -.680 .999 .055 
65 com4 3 3 7 7 6.04 5.66 .810 .986 -.886 -.591 .995 -.137 
66 cop1 2 2 7 7 5.69 5.62 .924 1.039 -1.073 -.874 1.914 .712 
67 cop2 2 1 7 7 5.34 2.96 1.073 1.058 -.439 .344 -.024 .982 
68 cop3 3 2 7 7 6.00 5.64 .747 1.007 -.784 -.802 1.290 .581 
69 cop4 2 3 7 7 5.58 5.79 1.107 .979 -.523 -.565 -.383 -.269 
70 cha1 4 2 7 7 5.76 5.62 .774 .960 -.611 -.938 .240 1.035 
71 cha2 2 2 7 7 5.68 5.51 1.019 1.100 -.850 -.850 .529 .504 
72 cha3 3 3 7 7 5.73 5.62 .911 .988 -.692 -.673 .202 .289 



















Appendix 6: Standardised Regression Weights (Beta coefficient) 
 
STANDARDISED REGRESSION WEIGHTS (BETA COEFFICIENT):  SURVEY 1 
   Estimate 
wm5 <--- Morale .824 
wm4 <--- Morale .915 
wm3 <--- Morale .838 
ss6 <--- Support .528 
ss4 <--- Support .949 
ss1 <--- Support .641 
pd5 <--- Decision .804 
pd4 <--- Decision .766 
pd2 <--- Decision .965 
rc5 <--- Role  .989 
rc3 <--- Role  .969 
rc2 <--- Role  .783 
rc1 <--- Role  .624 
pi2 <--- Interact .903 
pi3 <--- Interact .737 
pi4 <--- Interact .758 
pi5 <--- Interact .920 
pi7 <--- Interact .717 
ar2 <--- Appr  .865 
ar3 <--- Appr  .885 
ar4 <--- Appr  .835 
pg2 <--- Progro  .833 
pg4 <--- Progro  .862 
pg5 <--- Progro  .843 
gc4 <--- Goal  .785 
gc3 <--- Goal  .879  
gc1 <--- Goal  .669 
wd1 <--- Distress .855 
wd2 <--- Distress .923 
wd3 <--- Distress .877 
wd4 <--- Distress .947 
wd5 <--- Distress .822 
ed1 <--- Demand .948 
ed3 <--- Demand .743 
ed4 <--- Demand .762 
ed5 <--- Demand .952 
ac1 <--- AffectiveCo .719 
ac2 <--- AffectiveCo .828 
ac6 <--- AffectiveCo .859 
cc1 <--- Continue .908 




cc4 <--- Continue .914 
cc6 <--- Continue .739 
nc1 <--- Norma  .946 
nc2 <--- Norma  .685 
nc4 <--- Norma  .761 
nc5 <--- Norma  .713 
nc6 <--- Norma  .900 
com5 <--- Comply .766 
com4 <--- Comply .819 
com3 <--- Comply .707 
cop1 <--- Coop  .954 
cop4 <--- Coop  .841 
cop5 <--- Coop  .570 
cha6 <--- Champ .869 
cha5 <--- Champ .480 
cha3 <--- Champ .803 
 
STANDARDISED REGRESSION WEIGHTS (BETA COEFFICIENT):  DATA SET 2 
   Estimate 
wm5 <--- Morale .773 
wm4 <--- Morale .808 
wm3 <--- Morale .648 
ss6 <--- Support .708 
ss4 <--- Support .904 
ss1 <--- Support .722 
pd5 <--- Decision .787 
pd4 <--- Decision .915 
pd2 <--- Decision .946 
rc5 <--- Role  .515 
rc3 <--- Role  .711 
rc2 <--- Role  .856 
rc1 <--- Role  .898 
pi2 <--- Interact .740 
pi3 <--- Interact .843 
pi4 <--- Interact .704 
pi5 <--- Interact .784 
pi7 <--- Interact .796 
ar2 <--- Appr  .872 
ar3 <--- Appr  .931 
ar4 <--- Appr  .819 
pg2 <--- Progro  .812 
pg4 <--- Progro  .898 
pg5 <--- Progro  .792 
gc4 <--- Goal  .693 
gc3 <--- Goal  .717 




wd1 <--- Distress .786 
wd2 <--- Distress .893 
wd3 <--- Distress .870 
wd4 <--- Distress .916 
wd5 <--- Distress .789 
ed1 <--- Demand .643 
ed3 <--- Demand .787 
ed4 <--- Demand .932 
ed5 <--- Demand .948 
ac1 <--- AffectiveCo .693 
ac2 <--- AffectiveCo .956 
ac6 <--- AffectiveCo .965 
cc1 <--- Continue .971 
cc2 <--- Continue .968 
cc4 <--- Continue .825 
cc6 <--- Continue .824 
nc1 <--- Norma  .673 
nc2 <--- Norma  .545 
nc4 <--- Norma  .715 
nc5 <--- Norma  .721 
nc6 <--- Norma  .797 
com5 <--- Comply .640 
com4 <--- Comply .876 
com3 <--- Comply .885 
cop1 <--- Coop  .738 
cop4 <--- Coop  .586 
cop5 <--- Coop  .687 
cha6 <--- Champ .613 
cha5 <--- Champ .459 








































Appendix 7: Demographic of Interview Participants 
 
DEMOGRAPHIC OF INTERVIEW PARTICIPANTS – QUALITATIVE STUDY 
Participant Gender Years of 
Employment 
Position Organisation Unit Educational 
Background 
P1 Male 19 Head of Tax Office Large Taxpayers Office, Jakarta Master Degree 
P2 Male 15 Head of Section Medium Taxpayers Office, Jakarta Master Degree 
P3 Female 19 Deputy Director Head Office Master Degree 
P4 Female  19 Head of Division Regional Office, Jakarta Master Degree 
P5 Male 17 Deputy Director Head Office Doctorate Degree 
P6 Male 19 Deputy Director Head Office Doctorate Degree 
P7 Female 22 Deputy Director Head Office Master Degree  
P8 Female 25 Deputy Director Head Office Master Degree 
P9 Male 26 Deputy Director Head Office Master Degree 
P10 Male 26 Deputy Director Head Office Master Degree 
P11 Male 23 Head of Division Head Office Master Degree 
P12 Male 25 Head of Tax Office Small Taxpayers Office, West Java Master Degree 
 
 
